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Abstract

The research aims to identify the quality level of educational
service from the perspective of the master students in the private
universities in Yemen, according to the service performance model
(SERVPERF). The descriptive and analytical approach was used , and
a questionnaire consisting of five dimensions (Tangibility, Reliability,
Security, Empathy, Responsiveness) was designed and the research
used a stratified random sample (120). After analyzing the data using
SPSS, the research found that the quality level of educational service
as a whole according to SERVPERF model was on average and, but
remained relatively low. The dimensions of the quality of educational
service arranged in descending order as follows: (Tangibility,
Reliability, Empathy, Security, Responsiveness). The research also
showed that there were no statistical differences in the perceived
quality of educational service due to gender and educational level.
And there is statistical differences in the perceived quality of
educational service due to the variable of the University and was
between the University of Saba and the Yemeni Academy, and in
favor of the University of Saba in all dimensions except reliability
dimension. And also, between the University of the Future and the
Yemeni Academy, and in favor of the University of the Future, for
dimensions of Security and responsiveness. The results of the study
showed that the quality of education services is affected by the level
of education services dimensions.

Keywords: Quality of Education Service, SERVPERF Model
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