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ABSTRACT

This study investigated nursing students’ perceptions towards educational service quality provided by specialty departments
at the Faculty of Nursing, Alexandria University. It also identified barriers and offers recommendations for improvement. A
cross-sectional descriptive design was carried out utilizing a SERVPERF-based survey developed by Cronin and Taylor (1992) to
measure students’ perceptions towards educational service quality. The participants’ responses to the reliability dimension (75.5
± SD 12.7) were the highest scoring, while participants’ perceptions to the tangibles dimension were the lowest (61.0 ± SD
17.5). Further, students’ opinions regarding barriers to quality services were related to “limited time for study” and “inadequate
equipment for clinical training”. Responses to positive factors affecting the quality of services were “accuracy of work”, “effective
communication”, and “gaining new knowledge”, as perceived by students. The highest perceived service quality dimension
among students was reliability followed by assurance, empathy, responsiveness, and tangibles. Moreover, the majority of students
expressed that the Faculty of Nursing gave them prestige in the community, they were happy to study nursing, and they would not
study in another higher educational institution even if they had an opportunity to do so.
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1. INTRODUCTION

Assessing student perceptions of services and facilities at
higher educational institutions has gained popularity in re-
cent years.[1] DeShields et al. (2005)[2] explained that de-
livering higher quality educational services is the only way
for higher educational institutions to successfully compete in
the service environment. Service quality has been defined in
various terms. O’Neill and Palmer (2004)[3] defined service
quality as “the difference between what a student expects to
receive and perceived”. The level of service quality can be
estimated by how much the provided service surpasses stu-

dents’ expectations.[4] Accurate and efficient assessment of
service quality is essential to higher educational institutions
that seek to highlight their services in marketing efforts.[5]

At present, due to a highly competitive environment in the
higher education sector, quality departments are tasked with
developing quality management programs to survey and es-
timate student perception regarding the quality of services
provided. In creating these programs, quality departments
must consider that patterns influence the quality of scholastic
products, and what was a noteworthy concentration of study
in the past is not necessarily the most popular concentration

∗Correspondence: Naglaa Abd El-Aziz El Seesy; Email: nona20102002@yahoo.com; Address: Faculty of Nursing, Alexandria University,
Alexandria, Egypt.

Published by Sciedu Press 37



http://jnep.sciedupress.com Journal of Nursing Education and Practice 2018, Vol. 8, No. 1

of study in advanced education today.[6] Some higher edu-
cational institutions now endeavor to quantify and enhance
service quality through the adoption of Total Quality Man-
agement (TQM) techniques and the achievement of quality
awards.[7]

Due to growing enthusiasm for service quality, a number
of tools and strategies have been created to estimate or cal-
culate service quality and customer satisfaction within edu-
cational organizations.[8] SERVQUAL is the most popular
instrument for appraisal and estimation of perceived quality.
Older versions of SERVQUAL have been scrutinized, and
improvements and modifications have been made. The aim
of SERVQUAL is to identify expectations and perceptions
of institutional service quality. However, using only one tool
would not adequately identify the gap between expected and
perceived quality.[9] Therefore, Cronin and Taylor (1992)[10]

created and tested a new instrument called SERVPERF which
measures performance only.

A literature review revealed that SERVQUAL has been used
in research to quantify service quality in higher educational
institutions in countries such as Singapore, Malaysia, Brazil,
Croatia, Pakistan, Iran, Indonesia, Thailand, and Jordan.
A study conducted by Tan and Kek (2004)[11] which as-
sessed student satisfaction at Singapore University empha-
sized the need to consider cultural factors when developing
SERVQUAL questionnaires. Abu Hasan et al. (2008)[12]

studied service quality in private education institutions in
Malaysia and found that assurance, empathy, reliability, re-
sponsiveness, and tangibility are the five key dimensions
to evaluate. They found that the highest perceived service
quality dimensions, listed from highest to lowest, are em-
pathy, assurance, tangibles, responsiveness, and reliability,
respectively.

A study conducted by DeOliviera and Fereira (2009)[13] in
Brazil utilized SERVQUAL to distinguish inconsistencies
between what the students expected and what they perceived
by modifying the SERVQUAL original scale for the higher
education sector. Legčević (2009)[14] studied students’ ser-
vice quality expectations and perceptions at the Faculty of
Law at Osijek University in Croatia and reported that stu-
dents’ expectations exceeded their perceptions. Notably,
the slightest and most negative errors were related to the
reliability and empathy dimensions. Moreover, there were
significant differences between expectations and perceptions
in all dimensions.

In Pakistan, Zeshan et al. (2010)[15] assessed service qual-
ity among eight business schools and found that students
perceived low quality in all dimensions in all institutions.
Similarly, Khodayari and Khodayari (2011)[16] examined the

expectations and perceptions of Islamic Azad University in
Iran and found a discrepancy between what was expected
and perceived by students in all dimensions of service qual-
ity. Further, Amelia et al. (2011)[17] reported that a study
of quality of service in Indonesia found discrepancies be-
tween expectations and service performance with the highest
in the reliability dimension and the lowest in the assurance
dimension. Therefore, improvements to service quality lead
to increased student satisfaction.

Mohamad Yusuf et al. (2012)[18] studied service quality in
higher education and found that the tangibles dimension was
the most important dimension reported, whereas empathy
and assurance were least important. The results of this re-
view can help scholastics and administrators allocate their re-
sources more effectively. For instance, Al-Alak and Alnaser
(2012)[19] have suggested that the assurance and reliability
dimensions should be prioritized for improvement.

Middle Eastern countries are expanding their higher educa-
tional organizations due to growing social, fiscal, and admin-
istrative demands. To improve advanced education, different
methodologies have been adopted, including moving to the
private sector. Most Arab countries have used the private sec-
tor approach to tackle increased demand and improve service
quality. Although accreditation has helped evaluate the qual-
ity of institutions, negative feedback is the main evaluating
factor of service quality for higher educational institutions
used in Middle Eastern countries.[20]

Egyptian higher educational institutions have seen a similar
reliance on negative feedback despite the fact that Egypt has
some of the most prestigious colleges in the Middle East and
Africa.[21, 22] The Ministry of Higher Education in Egypt has
experienced a decline in the quality of training offered in
Egyptian institutions.[23, 24] This decline has been caused by
three main issues which affect education, inadequate educa-
tional resources, curricula, and academic freedom.[25]

The principle purpose of this study is to identify and under-
stand nursing students’ perceptions at Alexandria Univer-
sity, which historically has been one of the most prestigious
higher educational institutions in Egypt. This study surveys
and measures student perception of service quality, identifies
barriers, and offers recommendations for improvement. The
findings are intended to provide useful insights of use to both
academic managers and policy makers in resource planning
and strategy implementation.

2. METHOD
2.1 Participants
The participants in this study were 525 undergraduate nurs-
ing students who were studying in one of the following eight
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specialty academic nursing departments in the Faculty of
Nursing at Alexandria University: medical and surgical; crit-
ical care; pediatric; obstetrics and gynecology; community
health; geriatric; psychiatric and mental health; and adminis-
tration.

2.2 Study design
This study used a cross-sectional descriptive design. A
SERVPERF-based survey was used. It consisted of 20 items
grouped into the following five dimensions: reliability (seven
items); assurance (four items); responsiveness (five items);
tangibles (three items); and empathy (one item). Students’
responses were assessed using a Likert scale ranging from
strongly agree (5) to strongly disagree (1). Negative items
were given reverse scores. Higher scores indicated that the
specialty departments were offering high service quality.

In addition to the survey, seven closed-ended questions re-
quired respondents to answer yes or no. Examples of these
questions include the following: “Do you agree that allocated
course requirements are fair for the fifteen-week term?”; “Do
you agree that the nursing program should include oral ex-
ams?” and “Overall are you happy studying at the Faculty of
Nursing?” The study also included questions related to the
nursing students’ socio-demographic characteristics, such as
age, sex, permanent residence, previous educational level,
current nursing specialty, work during the study, and previ-
ous failure in nursing specialties. Furthermore, open-ended
questions related to positive (facilitating) factors, barriers,
and recommendations for improvement of the quality of the
educational services provided.

2.3 Data collection
The Ethics Committee of the Faculty of Nursing, Alexandria
University approved the study protocol. They determined
that the survey used in this research did not fall under the
committee’s jurisdiction. The SERVPERF-based survey was
translated into Arabic and validated by five specialized fac-
ulty staff. In addition, the reliability of the tool was tested
using Cronbach’s alpha coefficient test.

Before beginning data collection, informed consent was ob-
tained from each student for participation in this study. All
participants were assured that their participation was volun-
tary. Also, their privacy and confidentiality were maintained.
A pilot study was carried out on 10% of the participants. The
questionnaire was hand delivered to each study participant.

The survey was completed through a self-report method.
Each participant was allowed 20 minutes to complete the
questionnaire. Data collection took from May 2013 until

March 2014. All statistical analysis was done utilizing stu-
dents t-test and One-Way ANOVA using statistical software
SPSS version 20. Internal consistency for the scale was
tested using alpha Cronbach’s, while Correlation coefficient
was used to identify the nature and the degree of relation
between scale domains.

3. RESULTS
Between May 2013 and March 2014, a total of 525 un-
dergraduate nursing students successfully consented to and
completed the questionnaires, with an average response rate
reaching 52.8%. Received responses were classified accord-
ing to each participant’s specialty including medical and
surgical (n = 179), critical care (n = 59), pediatric (n = 60),
obstetrics and gynecology (n = 69), community health (n =
31), geriatric (n = 21), psychiatric and mental health (n = 61),
and administration (n = 45).

About one-half of the undergraduate nursing students ranged
from 20 to less than 22 years old. While 77% of the under-
graduate nursing students were female, 91% were residents
of rural areas, and 73.3% had the previous qualification of a
secondary school certificate.

The medical-surgical nursing department represented the
highest number of undergraduate nursing students (34.1%)
followed by the obstetrics and gynecology department
(13.1%). Moreover, more than two-thirds of nursing students
(69.1%) were working during their study at the university,
and 78.3% of nursing students had not previously failed in
any nursing specialties.

The overall mean score of perception of service quality was
70.9 ± SD 10.3. In addition, the highest scoring of par-
ticipants’ perceptions was found on their responses to the
reliability dimension (75.5 ± SD 12.7), while participants’
perceptions to the tangibles dimension was the least per-
ceived item (61.0 ± SD 17.5) (see Table 1).

The mean scores of the underlying items of the reliability
dimension ranged from 3.52 to 3.94. The highest scoring of
participants’ perceptions regarding the reliability dimension
were found in their responses to the following items: “Aca-
demics staff are ready to provide individual attention for their
students during their consultation session” (3.94 ± SD .896);
“The department offers its services within the expected time”
(3.88 ± SD .823); and “The department deals with queries
quickly and efficiently” (3.87 ± SD .957). By comparison,
the lowest scoring of participants’ perceptions regarding the
reliability dimension were found in their responses to “Ad-
ministrative staff in the department are interested in solving
problems” (3.52 ± SD 1.067) (see Table 2).
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Table 1. Mean scores percentages of nursing students’ perception of service quality dimensions at the scientific
departments at the Faculty of Nursing, Alexandria University

 

 

Service quality dimensions  Minimum Maximum Mean (%) SD 

Reliability 20.0 100.0 75.5 12.7 
Assurance 20.0 100.0 73.6 15.6 
Responsiveness 36.0 100.0 71.4 12.0 
Tangible 20.0 100.0 61.0 17.5 
Empathy 20.0 100.0 71.8 18.4 
Social value 20.0 100.0 63.5 11.6 
Functional value and want satisfaction 20.0 100.0 72.5 16.6 
Overall service quality 29.2 99.2 70.9 10.3 

 

Table 2. Mean scores of nursing students’ perception of service quality dimensions’ sub items at the scientific departments
at the Faculty of Nursing, Alexandria University

 

 

Service quality items   Mean SD 

Reliability: 

1. The department offers its services within the expected time. 3.88 .823 

2. The department dealt with queries quickly and efficiently. 3.87 .957 

3. Administrative staff in the department are interested in solving problem I have. 3.52 1.067 

4. Administration of the department keeps accurate records 3.77 .872 

5. Services in the department are performed right the first time. 3.62 .941 

6. When the administrative staff in the department promise to do something by a certain time they do so. 3.84 .931 

7. Academics staff are ready to provide individual attention for their students during their consultation session. 3.94 .896 

Assurance:  

1. Academic staff has the required knowledge to reply on my questions in regards courses given. 4.05 .850 

2. Academic staff able to understands their students’ needs. 3.51 1.059 

3. All staff in the department are consistently courteous to me. 3.57 1.033 

4. The department allowed me to feel secure in my academic transactions. 3.60 1.008 

Responsiveness: 

1. All staff in the department are never too busy to respond to a request for assistance. 3.38 1.027 

2. I have confidence on academic staff who employs on this department. 3.91 .850 

3. I have confidence on support staff who employs in this department. 3.79 .867 

4. Academic staff are not willing to provide help for their students in the department. 2.59 1.119 

5. Support staff have no willingness to provide help for their students. 2.63 1.139 

Tangible:  

1. The physical facilities are visually appealing. (i.e., building and surroundings). 3.08 1.221 

2. Course materials such as books, boards, and data show etc.) are attractive. 3.09 1.195 

3. The available equipment in the department are updated. 2.98 1.083 

Empathy: 

1. Academic staff treated me in a caring way 3.59 .918 

Social value: 

1. The caliber of your classmates enhance the learning process 3.53 .976 

2. You feel your colleagues  focus on  individual achievement over teamwork 3.46 1.038 

3. The interpersonal skills stressed in the curriculum such as communication ,motivation, etc. 3.45 1.026 

Functional value and want satisfaction: 

1. The department prepare you for a successful career in business 3.68 1.038 

2. I have handed with practical information which was usable in at beginning of my job. 3.77 .946 

3. Network and connections that available in the department help me throughout my career. 3.42 1.063 

 

Furthermore, “Academic staff has the required knowledge
to reply on my questions in regard to the given courses” and
“The department allowed me to feel secure in my academic

transactions” had the highest mean scores among the items
in the assurance dimension which ranged from 3.51 to 4.05.
The least perceived item was “Academic staff able to under-
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stand their students’ needs” (3.51 ± SD 1.059).

Moreover, the mean scores of the responsiveness dimension
ranged from 2.59 to 3.9. The highest scoring of participants’
perceptions regarding the responsiveness dimension were
found in their responses to “I have confidence in academic
staff who employs on this department” and “I have con-
fidence in support staff who employs in this department”,
(3.91 ± SD .850) and (3.79 ± SD .867), respectively. While
the lowest scoring belongs to “Academic staff are not willing
to provide help for their students in the department” (2.59 ±
SD 1.119).

The tangibles dimension represented the lowest mean score
among the quality dimensions and ranged from 2.98 to 3.09.
The highest scoring item in this dimension was “Course ma-
terials such as books, boards, data show etc. are attractive”
(3.09 ± SD 1.195), and the lowest scoring item was “The
available equipment in the department are updated” (2.98
± SD 1.083). The empathy dimension consisted of a single
item, “Academic staff treated me in a caring way”, and it had
a mean score of (3.59 ± SD .918).

Regarding department specific questions, the mean scores of
the social value dimension ranged from 3.53 to 3.45. The
highest scoring of participants’ perceptions regarding the
social value dimension were found in their responses to “The
caliber of your classmates enhances the learning process”

(3.53 ± SD.976). The lowest scoring belonged to “The
interpersonal skills stressed in the curriculum such as com-
munication, motivation” (3.45 ± SD 1.026).

In addition, the mean scores of the functional value and want
satisfaction dimension ranged from 3.68 to 3.42. It is noted
that “I have handed with practical information which was
usable in at beginning of my job” had the highest mean score
among the items of the functional value and want satisfaction
dimension (3.68 ± SD 1.038). “Network and connections
that available in the department help me throughout my ca-
reer” had the lowest mean score among the items in this
dimension (3.42 ± SD 1.063).

The male nursing students’ mean score percentage (74.1 ±
SD 9.8) was higher than the females (69.9 ± SD 10.3) when
it came to their perceptions of the overall quality of services
(p < .001). Further, students’ perceptions of service quality
differed significantly between age groups. The highest per-
ception of quality services was for students aged 18 to less
than 20 years old. Also, there was a significant difference
among nursing students’ mean percentage scores in relation
to nursing specialties (p < .001). Students studying pediatric,
medical-surgical, geriatric, and psychiatric and mental health
nursing had the highest perception of quality of services com-
pared to students who studied nursing administration (see
Table 3).

Table 3. Mean scores percentages of overall nursing students’ perception of service quality in relation to their demographic
characteristics

 

 

Demographic characteristics 
Overall service quality 

P/t 
Mean SD 

Age  
18- 72.9 10.5 

F = 8.7 
.008* 

20- 70.1 10.2 
22+ 69.6 10.1 

Sex 
Male 74.1 9.8 t = 5.2 

< .001*# Female 69.9 10.3 

Permanent residence place 
Urban 68.2 11.0 t = 1.84 

< .001*# Rural 71.1 10.2 

Previous qualification 
Secondary school certificate 71.5 10.5 

F = 2.6 
.097 

Technical nursing diploma 69.3 9.4 
Others 68.5 20.7 

Nursing specialty 

Medical-surgical nursing 72.3 10.6 

F = 10.9 
< .001* 

Emergency and critical care nursing 70.5 10.8 
obstetrics and gynecology nursing 68.7 10.6 
Pediatric nursing 73.8 9.2 
Community health nursing 67.8 9.5 
Psychiatric nursing and mental health 72.1 9.8 
Geriatric nursing 73.2 5.2 
Nursing administration 64.3 9.6 

Working during study 
Yes 71.0 10.0 t = 0.39 

.837# No 70.8 10.5 

 Note. F: One Way ANOVA; *p < .05; #: Students t-test. 
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No significant difference was identified in the mean score
percentages of overall nursing students’ service quality per-
ceptions among participants’ previous qualifications and
working during the study. The majority of nursing students
(70.1%) felt that the fifteen-week term was not appropriate.
The highest percentage of the students (83.8%) stated that
allocated course requirements were not fair for the fifteen
weeks. Furthermore, 71.4% of participants mentioned that
their curriculum was too focused on written exams, while
more than one-half of nursing students (55.8%) did not pre-
fer oral exams. In addition, Table 4 shows that more than
one-half (58.5%) of students perceived that being a student
in the Faculty of Nursing was prestigious in the commu-
nity compared with 41.5% who had the opposite perception.
About 61.5% of students felt happy studying at the Faculty

of Nursing while the rest did not feel happy. Finally, more
than three-quarters of students (76.2%) would not accept
opportunities to study at other higher educational institutions
(see Table 4).

The participants identified barriers to quality services as be-
ing “limited time for the study” and “inadequate equipment
for clinical training”. Positive factors affecting the quality
of services as perceived by the participants were “accuracy
of the work”, “effective communication with students”, and
“gaining new knowledge”. Moreover, the highest scoring
items among participants’ recommendations to improve the
quality of educational services were “give enough time for
study”, “updating training equipment and apparatus” (see
Table 5).

Table 4. Nursing students’ opinions regarding term duration, exams and faculty image
 

 

Nursing students’ opinions 

Nursing students (N = 525) 

Yes 
 

No 

No % No % 

In your view is the fifteen-week term appropriate 157 29.9  368 70.1 

Do you think that the workload is fair for the fifteen-week term? 85 16.2  440 83.8 

Do you think our curriculum is too much oriented to written exams? 375 71.4  150 28.6 

Do you think our curriculum should include oral exams? 232 44.2  293 55.8 

Does being a student at Faculty of Nursing give you prestige in your community (i.e. your family, friends etc.)? 307 58.5  218 41.5 

Overall are you happy studying at Faculty of Nursing 323 61.5  202 38.5 
Were you offered an opportunity to rather study at one of the other Higher Education institutions (i.e. Cairo 
University, Ain Shams University), would you accept? 

125 23.8  400 76.2 

 

Table 5. Nursing students’ perception of positive (facilitating) factors, barriers and recommendations for improvement of
the educational services quality

 

 

Positive (facilitating) factors, barriers and recommendations for improvement of the educational 
services quality 

Nursing students (N = 525) 

No % 

# Positive (facilitating) 
factors 

No response 201 38.3 
Accuracy of work of teaching staff 124 23.6 
Effective communication of teaching staff with students 123 23.4 
Receive new and updated knowledge 120 22.9 
Improved team work skill among students 7 1.3 
Study in English 5 1.0 
Improved nursing image 3 0.6 

# Barriers of the educational 
services quality 

No response 245 46.8 
Limited time for study 148 28.2 
Inadequate equipment for clinical training  54 10.3 
Ineffective communication between students and professors 42 8.0 
Not enough classes for large number of students 38 7.3 
Poor organization of groups and schedules 8 1.5 
Lack of transportation accessibility to training area 8 1.5 

# Recommendations for 
improvement quality of 
educational service 

No response 234 44.6 
Giving enough time to study 130 24.8 
Updating training equipment and apparatus 89 17.0 
Using new teaching methods 30 5.7 
Good communication with students 25 4.8 
Periodic exams 15 2.9 
Students participation in decision making 15 2.9 

 # Multi response questions 
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4. DISCUSSION
Higher educational institutions have the important goal of
educating citizens who will shape the future of nations.
This goal constantly competes with the obstacles created
by rapidly growing and changing societies. In fulfilling their
missions, Ministries and institutions of higher education have
a responsibility to various stakeholders.[26]

The mean score percentage of the overall nursing students’
perceptions of educational service quality was relatively high
(70.9 ± 10.3). This is supported by the present results which
found reliability to be the highest scoring dimension followed
in descending order by the assurance, empathy, responsive-
ness, and tangibles dimensions. Ahmed et al. (2012)[27] also
found that the highest perceived quality dimension among
students was reliability followed by tangibles, responsive-
ness, assurance, and empathy. Likewise, Yousapronpaiboon
(2014)[28] found that the total mean score of undergraduate
students’ service quality perceptions was 4.56. Among the
five dimensions, the reliability dimension once again had the
highest perceptions, while the empathy dimension had the
lowest.

A study conducted by Combrinck (2006)[29] reported that
students at performance management department at Western
Cape University ranked the service quality dimensions from
highest to lowest as follows: reliability, assurance, tangibles,
responsiveness, and empathy. By comparison, Abu Hasan
et al. (2008)[12] reported that for each dimension, assurance
dimension scores were the highest followed by responsive-
ness, reliability, tangibility, and empathy with a 4.07 total
mean score of service quality, indicating that students were
somewhat satisfied with overall service quality.

In this study, the mean scores of the underlying items in the
reliability dimension ranged from 3.52 to 3.94. The highest
mean scores were in response to the following items: “Aca-
demics staff are ready to provide individual attention for their
students during their consultation session”, “The department
offers its services within the expected time”, and “The de-
partment deals with queries quickly and efficiently”. These
scores can be further explained by the students’ comments
which indicated that they viewed the precision of work posi-
tively and felt that it impacted the nature of instruction. The
lowest mean score was received by “Administrative staff in
the department is interested in solving problem I have”.

In the assurance dimension, “Academic staff has the knowl-
edge to answer any questions that related to courses pro-
vided” and “The department allowed me to feel secure in my
academic transactions” had the highest mean scores which
ranged from 3.51 to 4.05. This can be explained by students’
comments regarding receiving new and updated knowledge

as a positive factor influencing the quality of educational
services. The lowest mean score was related to “Academic
staff able to understand their students’ needs”. Although a
study done by Combrinck (2006)[29] found, similar to the
present study, that high perception scores of undergraduate
students were related to “Academic staff has the required
knowledge to reply on my questions in regard to the given
courses”, the Combrinck study showed low scores for “The
department allowed me to feel secure in my academic transac-
tions”. Govender et al. (2014)[30] also found that the highest
perception scores applied to lecturer knowledge, while the
living environment received the lowest scores.

The empathy dimension was represented by a single item,
“Academic staff treated me in a caring way”, which had a
mean score of 3.59 ± .091. This result is similar to the Com-
brinck (2006)[29] study, where the empathy dimension had
a mean score of 4.15 ± 1.36. Yousapronpaiboon (2014)[28]

interpreted the low expectations and perceptions score of
the empathy dimension as reflective of a feeble relationship
between professors, staffs, and students.

The mean scores of the responsiveness dimension items
ranged from 2.59 to 3.91, with the highest mean scores be-
ing for “I have confidence in academic staff who employs
on this department” and “I have confidence in support staff
who employs in this department” and the lowest scores be-
ing for “Academic staff are not willing to provide help for
their students in the department”. This result is supported
by student comments which showed strong communication
between the instructive staff and students to be a positive
factor influencing the quality of educational service in the
Faculty of Nursing. Similarly, Combrinck (2006)[29] found
that the highest perception score was given to “Administra-
tive staff provide assistance when they were asked”, and the
lowest score was given to “Support staff have no willingness
to provide help for their students”.

The tangibles dimension received the lowest mean score per-
centage among the service quality dimensions. The mean
scores of the underlying items ranged from 2.98 to 3.08 with
the highest mean score given to “Course materials such as
books, boards, data show etc. are attractive”. The lowest
mean score was given to “The available equipment in the
department are updated”. The low scores for the tangibles di-
mension can be explained by students’ comments regarding
insufficient equipment for clinical training being a negative
factor influencing the quality of educational services and
their recommendations that clinical training equipment be
updated. Bunting & Cloete (2004)[31] reported that any de-
crease in available spending for education can significantly
affect the quality of teaching, learning, and research and can
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have a negative impact on both facilities and educational
resources.

For department specific questions, the mean score percent-
age of functional value for want satisfaction was higher than
the mean score percentage for social value as perceived by
nursing students. This might be related to student’s high
perceptions of the specialty departments’ efforts to teach
hands-on practical information during the program which is
useful for graduating students pursuing successful careers.
However, students also feel that their colleagues focus on
individual achievements over teamwork.

Significant statistical differences were found in the mean
score percentages of service quality perceptions for nursing
students based on demographic characteristics. This study
showed that the mean score percentages of service quality
perceptions for nursing students in various specialty depart-
ments were higher for male students in the age group of 18 to
less than 20 years studying in the specialties of pediatric, geri-
atric, and psychiatric and mental health nursing. Mean score
percentages were lower in female students aged 22 years and
older studying in the specialties of nursing administration,
community health, and obstetric and gynecological nursing.
These results are in line with the results of Yousapronpaiboon
(2014)[28] who reported statistically significant differences
between students’ perceptions of service quality according
to gender and age.

The present study found that 70.1% of nursing students felt
the fifteen-week term was not appropriate, and 83.8% felt
the workload was not fair for the length of the term. Further-
more, a majority of participants (71.4%) reported that the
curriculum was too focused on written exams, while 55.8%
stated that oral exams should not be included in the curricu-
lum. This result is supported by the comments of 28.2% of
students overall who mentioned that the time for study was
limited and suggested they be given more study time.

More than one-half of nursing students felt that the Faculty
of Nursing gave them a level of prestige in the community.
Additionally, about two-thirds (61.5%) were happy to study
at the Faculty of Nursing, and a high percentage of them
(76.2%) stated they would not study at a different higher
educational institution even if they had an opportunity to do
so. This may be because they believe that being students
at Alexandria University will better prepare them for their
careers and make them more desirable in the labor market. A
similar result was seen in the study by Combrinck (2006)[29]

in which 72% of undergraduate students mentioned that the
University of Western Cape provided students with com-
munity prestige. Additionally, a majority of undergraduate
students (83%) were happy to study there. However, unlike
the present study, half of the undergraduate students studied
by Combrinck (2006)[29] felt that they would study at other
universities if they could.

5. CONCLUSION
Our study demonstrates that nursing students’ perceptions of
service quality at different specialty nursing departments was
relatively high overall. The highest perceived service quality
dimension among students was reliability followed by assur-
ance, empathy, responsiveness, and tangibility. Moreover,
a majority of nursing students affirmed that the Faculty of
Nursing gives them prestige in the community.

The researchers recommend periodic assessment of students’
and academic staff’s service quality perceptions and satis-
faction to provide continuous feedback of institution perfor-
mance. Based on the study results, students would feel they
are receiving higher quality service if teaching equipment
was kept fully stocked and up-to-date. Further, to address the
responsiveness dimension, academic and support staff need
to demonstrate the willingness to help students.
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