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Given the increasing importance of service quality in higher education, this study aimed to
evaluate the quality of educational, research, and student services as perceived by medical
students and faculty members in Ahvaz Jundishapur University of Medical Sciences in 2022
and 2023.

This descriptive-analytical study was conducted on 241 medical students in internship course
and 171 faculty members using the standard Servqual questionnaire for education and research
quality and a standard questionnaire for student service. The data were analyzed using SPSS
software.

The average gap scores in all dimensions of educational service quality were negative in both
2023 and 2024. Students expressed the highest dissatisfaction with in the dimension of
reliability (-4.137 and -4.127) and the lowest dissatisfaction in the dimension of empathy (-
2.940 and -2.538). The average gap scores in the research services dimension were also
negative, with the highest dissatisfaction in the dimensions of reliability (-8742.4 and -7827.4)
and assurance (-4.776 and -4.6504), and the lowest dissatisfaction in the empathy dimension (-
2.5709 and -2.7843). The satisfaction with student-cultural services quality was moderate. The
average scores were 6.074+0.588 and 6.183+0.605 in 2023 and 2024 respectively, which
showed a somewhat significant difference (P — value = 0.046).

Ahvaz Jundishapur University of Medical Sciences is facing challenges in providing qualified
educational, student and research services. The university should seriously pay attention to the
opinions of students and faculty members and help improve the satisfaction of the university
community by implementing targeted improvement programs in these fields.
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Extended Abstract

Introduction

Universities, as scientific and cultural
institutions, play a pivotal role in educating future
generations and advancing human knowledge.
Therefore, Iranian universities, more than ever, need
to shift towards qualitative development rather than
quantitative growth. Conducting studies to improve
their quality has become imperative. The quality of
higher education is a dynamic concept with multiple
facets that are constantly evolving. This dynamism
and variability in quality necessitate continuous
improvement efforts by educational planners, as
quality in higher education has now become a factor
of competition and superiority among university
systems on the global stage. Moreover, universities,
as research institutions, are considered the primary
entities in research and development in countries, as
they possess the three pillars of research
management, researchers, and research tools.
Consequently, evaluating the quality of research
services is an integral part of their functioning.
Given the growing importance of service quality in
higher education, this study aimed to assess the
quality of educational and student-cultural services
from the perspective of medical students at the
internship level and the quality of research services
from the perspective of faculty members at
Jundishapur University of Medical Sciences, Ahvaz,
in 2023 and 2024.

Methods

This descriptive-analytical study was conducted
with the participation of 241 medical students at the
internship level and 171 faculty members at
Jundishapur University of Medical Sciences, Ahvaz.
The quality of educational and research services was
assessed using the standard SERVQUAL
questionnaire, and the quality of student-cultural
services was evaluated using a researcher-made
questionnaire. The mean scores of different
dimensions were calculated using SPSS software
and compared statistically.

Results

In this study, the gender distribution of the
students was 49.4% male and 50.6% female, with a
temporal distribution of 47.7% in 2023 and 52.3% in
2024. Among the faculty members participating in
the study, 57.0% were female, 45.3% had permanent
employment, and 33.1% had more than 15 years of
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work experience. The quality of educational services
did not meet the expectations of the students, and a
negative gap existed between students' expectations
and perceptions in all dimensions. The score gap
averages in the dimensions of tangibles, reliability,
responsiveness, assurance, and empathy were -
3.5978, -4.1374, -2.8674, -2.7761, and -0.2478 in
2023, and -3.3631, -4.0127, -3.1310, -2.9504, and -
2.5381 in 2023 and 2024, respectively. Students
expressed the highest dissatisfaction with
educational services in the dimensions of reliability
and tangibles, and the least dissatisfaction with
empathy. There was no significant difference
between the quality of educational services in the
two consecutive years, except for the dimension of
assurance (P — value = 0.042). Tangibles refer to
physical facilities, the learning environment, and
material resources used in the educational process.
Reliability refers to the ability to provide services
accurately and reliably. Studies have shown that
dissatisfaction in these dimensions can be due to
insufficient resources, poor equipment quality, or a
mismatch between the services provided and student
expectations. Empathy refers to the individual
attention and care provided by service providers to
participants. The fact that the least dissatisfaction
was related to the empathy dimension may indicate
that participants feel they receive adequate
individual attention and understanding from officials
and service providers, which may be due to the
individual efforts of faculty and staff to establish
effective communication with students. To address
these issues, solutions such as improving physical
and technological infrastructure, strengthening
educational planning to increase reliability and
accuracy in service delivery, and encouraging and
training staff and faculty to enhance communication
and empathy skills have been proposed. These
measures can improve the educational experience of
students and reduce levels of dissatisfaction.

The average gap between perceived and expected
scores from the faculty members' perspective was
also negative in all research dimensions. This gap in
2023 was -3.4967 for tangibles, -4.8742 for
reliability, -3.8674 for responsiveness, -4.7761 for
assurance, and -2.5709 for empathy, respectively. In
2024, these values were -3.5624, -4.7827, -3.7890, -
4.6504, and -2.7843, respectively. Faculty members
expressed the highest dissatisfaction with reliability,
assurance, and responsiveness. There was a
significant difference between the quality of
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research services in the two consecutive years in the
dimensions of tangibles and empathy (P — value =
0.014 and P =0.012, respectively). However,
there was no significant difference in the mean
scores for reliability, responsiveness, and assurance
(P —value > 0.05). A study that examined the
impact of resource allocation on the quality of
research services in higher education institutions
showed a direct correlation between investment in
infrastructure, equipment, and human resources and
the level of satisfaction and perception of
researchers and students regarding the quality of
research services. The decrease in the average score
for tangibles could be due to several factors,
including a decrease in the research budget, changes
in institutional priorities, or increased expectations
of students and researchers without a corresponding
change in the level of services provided. Strategic
investments in research resources can lead to
significant improvements in the perception of
service quality. This international study emphasizes
that increasing the budget and resources specifically
for research, particularly in areas such as advanced
research equipment, modern laboratory facilities,
and research support facilities, directly impacts the
increased satisfaction of students and researchers
and ultimately improves the quality of research
conducted. The negative quality gap in the
dimension of research credibility and financial
support indicates a direct impact of financial
resources on the quality of research services. This
may lead to a decrease in the quality and
accessibility of research equipment, materials, and
facilities.

The average score for the quality of student-cultural
services was 6.047 £0.588 in 2023 and 6.183=+ 0.605
in 2024, with a statistically significant difference
(P — value = 0.046). Emphasizing the
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development of practical and applied skills,
enhancing social and cultural interactions, or
changing existing procedures and policies can
improve student performance and grades.
Additionally, changes in the teaching and learning
process itself can have an impact; for example,
increased use of technology in education, improved
teaching and learning methods, or a shift in focus to
in-demand job market skills can lead to better
student performance and, consequently, higher
grades. Ultimately, paying attention to students'
needs and expectations can facilitate improved
performance and satisfaction, resulting in higher
grades.

Conclusion

Jundishapur University of Medical Sciences, Ahvaz,
faces challenges in providing educational services to
medical students. Overall, the quality of educational
services, particularly in terms of reliability and
tangibles, needs improvement from the students'
perspective. Moreover, student satisfaction with
student-cultural services is moderate and has not
changed over the two years of the study, indicating
a stability in students' needs in this area. The quality
of research services, as perceived by faculty
members, is also moderate, and there were no
significant differences in most dimensions over the
two years. It is recommended that the university pay
serious attention to the opinions of students and
faculty members and implement targeted
improvement programs in the areas of education,
research, and student-cultural affairs to enhance the
satisfaction of the university community.

Keywords: Education, Research, Student Services,
Quality, University
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Table 1. Assessment of the discrepancy between expected and perceived scores in the quality of educational services at
Jundishapur University of Medical Sciences, Ahvaz in 2023 and 2024
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Table 2. Comparison of performance (perceived scores) of educational services at Jundishapur University of Medical
Sciences, Ahvaz, from the perspective of medical internship students in 2023 and 2024.
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Table 3. Assessment of the discrepancy between expected and perceived scores in the quality of research services at
Jundishapur University of Medical Sciences, Ahvaz, as viewed by faculty members in 2023 and 2024
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Table 4. Comparison of performance (perceived scores) of educational services at Jundishapur University of Medical
Sciences, Ahvaz, from the perspective of faculty members in 2023 and 2024.
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