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Improving the Quality of Administrative Services for Students of
Distinguished Programs at the Faculty of Education Benha
University Using the SERVPERF Model

Summary:
The current research aimed to identify the theoretical foundations for
improving the quality of administrative Students' services in higher
education, and to identify of what of the SERVPERF model to improve the
quality of administrative Students' services, and to diagnose the reality of the
quality of administrative Students' services of distinguished programs at the
Faculty of Education, Benha University in light of the SERVPERF model,
and a set of proposed procedures to improve the quality of administrative
Students' services in the Faculty of Education, Benha University using the
SERVPERF model, and the current research followed descriptive method,
and a questionnaire was applied with a sample of students of the
distinguished programs at the Faculty of Education, Benha University, who
are enrolled in the four academic grades during the academic year 2021/2022
AD., it consisted of (320) students, the questionnaire formed of five
dimensions to evaluate the quality of administrative students' services from
the students' point of view in order to improve them, and the research results
reached to that administrative Students' services in the distinguished
programs at the Faculty of Education, Benha University, in general, need to
develop and improve the level of their quality, especially with regard to
developing the competencies of administrators, increasing their expertise in
the field of administrative work, and developing the infrastructure of
equipment, tools and capabilities necessary to accomplish various student
services. Providing a variety of services according to students’ needs and
paying attention to what is known as the functional quality and technical
quality of administrative Students' services, which greatly affect students’
perceptions of the quality level of these services, The research also found a
set of procedures for improving the quality of administrative Students'
services provided to students of the distinguished programs at the Faculty of
Education, Benha University, according to five dimensions: the tangibles of
the faculty, the reliability of the students in the chief administrative officer,
the responsiveness of the chief administrative officer of the demands of the
students, the administrative efficiency and professionalism, the assurance and
the empathy.

Keywords: Quality Improvement, Administrative Services, SERVPERF

Model.
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