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Introduction ;
Universities have seen the provision of higher education to become a product and have been driven by

competition to examine the quality of their services, to redefine their product and to measure customer
satisfaction in ways that are familiar to service marketing specialists. Universities have realized that thei;
long-term survival depends on how good their services are and that quality sets one university apart from,
the rest. Education services are often intangible and difficult to measure, since the outcome is reflected in
the transformation of individuals in their knowledge, their characteristics, and their behaviour. Therefore,
there is no commonly accepted definition of quality that applies specifically to the higher education
sector. Further, when we assess quality of higher education institutions (HEIs), issues such as autonomy
and independence complicate the whole process.

This study focuses on the determinants of service quality within the Higher Education sector and attempts
to assess their individual weight in defining quality from a student perspective.

More specifically, this study’s objective is to establish and test dimensions for measuring service quality
in higher education, with specific reference to students following undergraduate taught programs and to
measure student’s preferences in the available educational services. It also aims to measure and analyse
the factors that determine the quality, to what extent they meet the students’ expectations and if there are
any differences of the students’ perceptions about the weighting of the importance based on demographic
factors. In the following sections, we will review the related literature, present an overview of quality
assurance in HEIs, and then discuss the research methodology. Subsequently, we will present the results
of the study. Finally, we will present the recommendations — conclusions.

Quality and quality assurance in higher education
Even though, there is an enormous volume of published books and Jjournal articles on the subject of

quality, starting from early 1980s up to now, the concept of quality is still frequently misrepresented,
misunderstood, or both, by many academics.

A number of different definitions has been given concerning quality in Higher Education, each one
representing a different view, including: exceptional, perfection, as fitness for purpose, value for money
the stakeholder perspective of quality degree to which the previously set objectives are met offers a very
interesting discussion on the meaning of quality in education presenting his reflections on this topic for
the last 30 years.

At the same time, there have been a lot of definitions in the literature describing the concept of service
quality. It has been oriented as focusing on meeting customers’ needs and requirements screening if the
service delivered matches their expectations. In fact, a lot of the contemporary quality descriptions
originate from the thesis that quality is the degree up to which customer expectations are met. Besides,
considerations of quality are sternly linked to the subject of satisfaction leading prospect behaviour.
Customer satisfaction can be defined as the attitude or feeling of a customer towards a product or service
following the usage of it.

Research methodology

This study attempted to look at the determinants of quality in HEISs rather than quality as a whole, and its
objective was to measure the weights of the quality determinants in order to discover those that influence
students” satisfaction most. The starting point was the questionnaire developed by HQAA which defined
explicitly the quality determinants.

The primary objective of AHP is to classify a number of alternatives (e.g- a set of quality determinants)
by considering a given set of qualitative and/or quantitative criteria, according to pair Wis¢
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