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Abstract.

This study aims to identify the quality of services
provided for the students in newly established universities in
Saudi Arabic by using SERVPERF and SERVQUAL models. It
seeks to determine the degree of disparity between services
provided to students in general in their different dimensions
and variables from the perspectives of expectation and
perception. It aims to reach some recommendations that
contribute to raising the quality of services provided to
students in these universities in a way that realizes students'
satisfaction and therefore enhances their educational
performance.

Opinions of a sample of students on the dimensions of
the quality of services and the relative importance of each
service were taken. The questionnaire was developed
through google applications. Responses were taken down to
Excel sheets and were copied to SPSS.

The most important results include: 1) valuations of the
individuals of the sample on the dimensions of quality range
between high and medium, although they are greater in
expected quality dimensions than in perceived dimensions.
This resulted in a positive gap that reveals that what is
perceived is lower than what is expected. 2) the overall
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average of the dimensions of the quality of services is
different from the order of the expected quality dimensions.
There are few differences between the relative value of the
quality dimensions. 3) substantial differences were found
between the expected and the perceived value which relate
to some tangible secondary variables, reliability, most of the
variables of response, trust and safety as well as empathy
variables. 4) There are no essential differences between the
dimensions of the quality of services which were
investigated in the models under study according to the kind
of program to which the student belongs and the campus
where he belongs. Substantial differences were found,
though, according to the study level of the academic
performance of the student for all dimensions except for
expected quality dimensions. The study recommends that
more attention should be given to the less felt dimensions of
quality and dimensions of more importance to the students
as well. More studies are needed for other programs and
sectors and should also discuss services offered to faculty
and staff.
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