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summary.

The study aimed to identify the impact of the quality of educational service on
the satisfaction of students at the University of M'sila, using the performance scale
with its five dimensions, which focuses on measuring the actual performance of the
service provided. For this purpose, we prepared a questionnaire that included 29
items distributed The study sample consisted of (182) students. The data was
transcribed and the results were analyzed using the statistical program Spss.

After the study, it was concluded that there was a positive impact on all
dimensions of educational service quality (tangibility, reliability, responsiveness,
empathy, and safety) on the satisfaction of students at the University of M’sila. In
light of the results obtained, several recommendations were proposed, which
represented the need for the university to pay attention to the educational services
provided in all its aspects. (in all its dimensions) and work to improve its quality to
achieve student satisfaction. The university must also conduct periodic research and
studies to know and determine the level of quality of services provided to students, so
that strengths can be identified to be strengthened, and weaknesses can be addressed.

Keywords: quality, service quality, quality of educational service, student
satisfaction,university of M'sila.
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Correlations

Ja saldll 1o 20 3 4o 50m
iwsddl  Pearson Correlation 1 359" 563" 656" 668~ 599"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
**. Correlation is significant at the 0.01 level (2-tailed).
Correlations
Jpalaic V) Ao 20 3o Ao 5o
inlieY)  Pearson Correlation 1 485" 580" 590" 637" 429"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
LEESY Lo .20 .30 LA
iaiy)  Pearson Correlation 1 6017 659" 675" 554"
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Correlations
abalal) L Ao ...20m ... 30 Ao
<albl=ll  Pearson Correlation 1 663" 802" 717 553"
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30

**. Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed)




Correlations

o) Ao 20 .3 Ao
¥l Pearson Correlation 1 629" 597" 651" 6117
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).

Correlations

Adklila, | ... 1o ..... 20| ..... KT 4] ... 5541 ..... 6] ..... T
4l Pearson Correlation 1| 5337 | 5647 | 6317 | 595" [ 5897 5737 | .600"
Sig. (2-tailed) .000| .000| .000| .000| .000| .000| .000
N 30 30 30 30 30 30 30 30

Reliability Statistics

**. Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).

Flaig S Wl el

Cronbach's Alpha

N of Items

.781

Reliability Statistics

Cronbach's
Alpha N of Items
.845 4

Reliability Statistics

Cronbach's
Alpha N of Items
774 4

Reliability Statistics

Cronbach's

N of Items

Reliability Statistics

Cronbach's
Alpha N of Items
.796 5

Reliability Statistics

Cronbach's
Alpha N of Items
.845 4

Reliability Statistics

Cronbach's
Alpha N of Items
.749 22




Alpha
.805 7
doadldd) cliny)
il
Cumulative
Frequency Percent Valid Percent Percent
Valid 8 87 47.8 47.8 47.8
il 95 52.2 52.2 100.0
Total 182 100.0 100.0
el
Cumulative
Frequency Percent Valid Percent Percent
Valid Lw 21 a8l 35 19.2 19.2 19.2
w24 N 22 e 80 44.0 44.0 63.2
W 24 e, 67 36.8 36.8 100.0
Total 182 100.0 100.0
e
Cumulative
Frequency Percent Valid Percent Percent
Valid s 42 23.1 23.1 23.1
EE 27 14.8 14.8 37.9
A, 38 20.9 20.9 58.8
kol A 28 15.4 15.4 74.2
Sl 47 25.8 25.8 100.0
Total 182 100.0 100.0
(Panhll 2 gl
Kolmogorov-Smirnov®
Statistic df Sig.
L salall .064 182 .067
ey .053 182 200
LEELY .050 182 200
alalaill .953 182 .203




Y .932 182 .060
Gaalaililaralizs sa .931 182 .054
Al .059 182 .200*
& laad) Sla gia
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
1o 182 3.7253 1.35080 .10013
20 182 3.1593 1.43434 .10632
3o 182 3.1374 1.39764 .10360
4o 182 2.7418 1.39229 .10320
50 182 2.6868 1.38090 .10236
s salall 182 3.0901 .79349 .05882
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
Ao 182 3.7637 1.37226 10172
20 182 3.3077 1.39210 .10319
3o 182 3.5659 1.36392 .10110
Ao 182 3.3681 1.25776 .09323
Bos 182 3.0385 1.31446 .09743
dalae Y 182 3.4088 .72853 .05400
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
Ao 182 2.9451 1.24255 .09210
20 182 3.0000 1.26141 .09350
30 182 3.1154 1.30570 .09678
Ao 182 3.2637 1.28170 .09501
Alaisy) 182 3.0810 .79229 .05873

One-Sample Statistics

Std. Error Mean

N Mean Std. Deviation
Ao 182 3.3516 1.36146
20 182 3.4011 1.31653
30 182 3.1538 1.29105
Ao 182 3.6374 1.24392
alalill 182 3.3860 .89334

.10092
.09759
.09570
.09221
.06622




One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
o 182 3.7143 1.25514 .09304
20 182 3.8956 1.09498 .08117
3o 182 3.5220 1.26450 .09373
b 182 3.0385 1.22752 .09099
ey 182 3.5426 .75430 .05591
Apadrililenallss s 182 3.3017 .52509 .03892
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
..... 10w 182 3.7692 1.24000 .09192
..... 20 182 3.7088 1.27354 .09440
..... 3 182 3.4121 1.28333 .09513
..... 40 182 2.8077 1.40297 .10400
..... 50 182 3.2363 1.29350 .09588
..... 60 182 3.2253 1.25651 .09314
..... T 182 3.2363 1.28063 .09493
Al 182 3.3422 .75320 .05583

Variables Entered/Removed?

Model

Variables

Entered

Variables

Removed

Method

B e laillilaraliss g

Enter

ikl ja. Dependent Variable:

b. All requested variables entered.

Model Summaryb

Model

R

R Square

Adjusted R

Square

Std. Error of the

Estimate

.540°

.291

.287

4.45085

Laalaillilerslisa saa. Predictors: (Constant),
Akl jb. Dependent Variable:

SV il b



ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 1465.708 1 1465.708 73.988 .000°
Residual 3565.809 180 19.810
Total 5031.516 181
4kl e, Dependent Variable:
Laalaillilersliza sab. Predictors: (Constant),
Coefficients’
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 5.485 2.108 2.602 .010
Lpadrililonallss s 247 .029 .540 8.602 .000
ikl ja. Dependent Variable:
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N

Predicted Value 15.3621 31.4128 23.3956 2.84567 182

Residual -10.80692- 9.73600 .00000 4.43854 182

Std. Predicted Value -2.823- 2.817 .000 1.000 182

Std. Residual -2.428- 2.187 .000 .997 182

ikl ja. Dependent Variable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 P galdll Enter

ikl ja. Dependent Variable:

b. All requested variables entered.

Model Summaryb

Model R R Square Adjusted R Std. Error of the




Square Estimate
1 418° 175 170 4.80304
4w saldla. Predictors: (Constant),
ddllil jb. Dependent Variable:
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 879.063 1 879.063 38.105 .000°
Residual 4152.454 180 23.069
Total 5031.516 181
ikl ja. Dependent Variable:
4 saldib, Predictors: (Constant),
Coefficients’
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 14.813 1.435 10.322 .000
s salall .555 .090 418 6.173 .000
ddlliLz ja. Dependent Variable:
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value 17.5907 28.1446 23.3956 2.20379 182
Residual -13.36800- 9.96560 .00000 4.78975 182
Std. Predicted Value -2.634- 2.155 .000 1.000 182
Std. Residual -2.783- 2.075 .000 .997 182

Akl ja. Dependent Variable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 O3 sLic ! Enter

ikl ja. Dependent Variable:

b. All requested variables entered.



Model Summaryb

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .398° .158 .153 4.85137
dnkieYa. Predictors: (Constant),
Akl jb. Dependent Variable:
ANOVA?®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 795.066 1 795.066 33.781 .000°
Residual 4236.451 180 23.536
Total 5031.516 181
ikl ja. Dependent Variable:
dnkieYb. Predictors: (Constant),
Coefficients’
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 13.589 1.725 7.877 .000
Aplaey! .575 .099 .398 5.812 .000
ddlliLz ja. Dependent Variable:
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value 17.6166 27.9733 23.3956 2.09586 182
Residual -13.49347- 11.08190 .00000 4.83795 182
Std. Predicted Value -2.757- 2.184 .000 1.000 182
Std. Residual -2.781- 2.284 .000 .997 182

Akl ja. Dependent Variable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 bilasy) Enter

ikl ja. Dependent Variable:

b. All requested variables entered.

Model Summaryb



Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .305% .093 .088 5.03556
isawYia, Predictors: (Constant),
ddllile jb. Dependent Variable:
ANOVA?®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 467.280 1 467.280 18.428 .000°
Residual 4564.237 180 25.357
Total 5031.516 181
4kl sa, Dependent Variable:
4siYib. Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 17.147 1.503 11.411 .000
Alaisy) .507 118 .305 4.293 .000
Akl ja. Dependent Variable:
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value 19.1753 27.2872 23.3956 1.60675 182
Residual -17.75224- 10.78275 .00000 5.02163 182
Std. Predicted Value -2.627- 2.422 .000 1.000 182
Std. Residual -3.525- 2.141 .000 .997 182

Akl ja. Dependent Variable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 P allail Enter

ikl ja. Dependent Variable:

b. All requested variables entered.

Model Summaryb



Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .382° 146 141 4.88597
<shlillg, Predictors: (Constant),
ddllile jb. Dependent Variable:
ANOVA?®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 734.431 1 734.431 30.764 .000°
Residual 4297.085 180 23.873
Total 5031.516 181
4kl sa, Dependent Variable:
<ahlaillp, Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 15.761 1.423 11.073 .000
alalaill .564 .102 .382 5.547 .000
Akl ja. Dependent Variable:
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value 18.0155 27.0350 23.3956 2.01436 182
Residual -15.52525- 10.42077 .00000 4.87245 182
Std. Predicted Value -2.671- 1.807 .000 1.000 182
Std. Residual -3.178- 2.133 .000 .997 182

Akl ja. Dependent Variable:

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 by Enter

ikl ja. Dependent Variable:

b. All requested variables entered.

Model Summaryb



Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .259° .067 .062 5.10615
JwYla. Predictors: (Constant),
ddllile jb. Dependent Variable:
ANOVA?®
Model Sum of Squares Df Mean Square F Sig.
1 Regression 338.416 1 338.416 12.980 .000°
Residual 4693.100 180 26.073
Total 5031.516 181
Akl ja. Dependent Variable:
JwYb. Predictors: (Constant),
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 16.974 1.822 9.315 .000
ey 453 .126 .259 3.603 .000
Akl ja. Dependent Variable:
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value 18.7865 26.0376 23.3956 1.36737 182
Residual -14.95883- 11.13478 .00000 5.09203 182
Std. Predicted Value -3.371- 1.932 .000 1.000 182
Std. Residual -2.930- 2.181 .000 .997 182
Akl ja. Dependent Variable:
(A9l iy b
Group Statistics
il N Mean Std. Deviation Std. Error Mean
Lk, S 87 24.2759 5.02480 .53871
S 95 22.5895 5.39009 .55301

Independent Samples Test



Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Sig. (2- Mean Std. Error Difference
F Sig. t df tailed) | Difference | Difference | Lower Upper
L) Equal
Al variances 499 48112178 180 .031 1.68639 77443 .15826 3.21451
assumed
Equal
variances 2.184 1 179.940 .030 1.68639 77203 | .16298 3.20979
not assumed
Descriptives
Al
95% Confidence Interval for
Std. Std. Mean
N Mean Deviation Error Lower Bound | Upper Bound | Minimum | Maximum
il 21 4| 35 23.0571 5.68250 .96052 21.1051 25.0091 7.00 32.00
w2124
" 80 23.1500 5.61666 .62796 21.9001 24.3999 7.00 34.00
oS 24 4] 67 23.8657 4.63483 .56624 22.7351 24.9962 9.00 34.00
Total | 182 | 23.3956 5.27242 .39082 22.6245 24.1667 7.00 34.00
Test of Homogeneity of Variances
Al
Levene Statistic df1 df2 Sig.
2.371 2 179 .096
ANOVA

Al



Sum of Squares Df Mean Square F Sig.
Between Groups 23.640 2 11.820 422 .656
Within Groups 5007.877 179 27.977
Total 5031.516 181
Descriptives
FRIA I
95% Confidence Interval for
Std. Std. Mean
N Mean Deviation Error Lower Bound Upper Bound | Minimum | Maximum
S| 42123.8333 5.80545 .89580 22.0242 25.6424 7.00 32.00
Ll | 27 (24.1481 3.87004 74479 22.6172 25.6791 14.00 32.00
.| 38(22.1579 4.84643 .78620 20.5649 23.7509 12.00 31.00
swlad s | 28123.1071 6.06959| 1.14705 20.7536 25.4607 7.00 33.00
Suldgliin | 47| 23.7447 5.33026 77750 22.1797 25.3097 9.00 34.00
Total | 182 | 23.3956 5.27242 .39082 22.6245 24.1667 7.00 34.00
Test of Homogeneity of Variances
FRIA I
Levene Statistic df1 df2 Sig.
1.971 4 177 .101
ANOVA
FRIA I
Sum of Squares Df Mean Square F Sig.
Between Groups 89.608 4 22.402 .802 .525
Within Groups 4941.908 177 27.920
Total 5031.516 181
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