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Abstract

One of the important components of the internationalization of higher
education is recruiting international students. Despite the small number of
international students and due to the effects and consequences of their
education on the educational systems of different countries, their satisfaction
with the quality of university services is important. Despite the importance of
this issue, few studies have focused on the evaluation of the quality of
university services from the point of view of international students in Iran.
Therefore, the purpose of this descriptive survey study was to evaluate the
quality of university services from the point of view of international students
studying at Shahid Beheshti University. The statistical population was all 221
international students studying at Shahid Beheshti University. The sample size
was determined 140 via Krejci & Morgan table. Based on a simple random
sampling method and Considering the drop coefficient, 150 questionnaires
were distributed among students and 126 questionnaires were collected. The
instrument was a researcher-made questionnaire. It included 6 components of
the quality of university services including educational-research services,
library, and media services, administrative services, welfare services, physical
spaces, social and cultural services. These 6 components were measured in
expectations and real existing levels. To assess the validity of the
questionnaire, the opinions of academic experts were used and the reliability
of the questionnaire was estimated at 0.96 at the expectations and 0.96 at the
existing levels, using the Cronbach's alpha test. Findings indicated that there
is a gap between students expectations and reality (p=0.001). Most gaps
between expectations and reality included the quality of administrative
services (-1.45) and the quality of educational and research services (-0.73).
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Introduction

Today, with increasing competition among universities, student satisfaction,
commitment, and loyalty as a competitive advantage has been increasingly
considered and emphasized by universities (Lam et al, 2004; Alves & Raposo,
2007). Students' satisfaction with the quality of service may affect their
willingness to continue or drop out of college or university. Therefore, to
ensure the level of student satisfaction, higher education institutions requires
to evaluate the quality of their services. (Chih et al., 2015).

On the other hand, in the current decade, one of the main priorities of the
worldwide universities is the internationalization of universities. Therefore,
the internationalization of higher education is one of the motivations of
universities for enhancing their quality (Harvey Sultan & Wong, 2010, &
Williams, 2010).

Generally, the strategic activities of universities in the field of
internationalization of higher education shaped two major strategies,
"internationalization at home" and "internationalization abroad or across
borders". Some experts believe that the internationalization strategy at home
also includes the concept of "Internationalization of curriculum" and it is one
of the most central concepts of this strategy (Knight, 2004; Hudzik, 2011,
Beelen & Jones, 2015 cited in Panahi, et al., 2021). Internationalization at
home means the purposeful integration of international and intercultural
dimensions into the university functions, space, and the content of the "formal
and informal curriculum" of universities. Another factor of
internationalization at home is the staff of universities and their international
competencies (Deborder, 2004 cited in Pouratashi, 2018)."International Co-
Curriculum or extra-curriculum development” refers to a set of educational,
cultural, and social activities enhancing students' intercultural knowledge and
attitudes (Belen& Jones, 2015).

Mobility of students and researchers is a component of the
internationalization abroad or across borders strategy (Panahi, 2020) which is
also According to some experts, one of the main components of the
internationalization of universities in the recruitment of international students
(Altbach & Tischler, 2001).

In Iran’s higher education system, in recent years, more attention has been
paid to recruiting international students than in the past, especially in the Sixth
Development Plan, which has stated that recruiting international students is a
key strategy and the goal is to reach 75,000 international students by the year
2025. Therefore, monitoring the quality and recognizing the strengths and
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weaknesses of the quality of university services from the perspective of
international students as one of the active actors and stakeholders in the higher
education system is necessary. The smaller the gap between students'
expectations and the services is, the higher the quality of services would be.
Bridging the gap between the current situation and the desired one requires
university presidents and senior managers to have sufficient knowledge of
students ‘perceptions and expectations about the quality of university services
to adopt appropriate strategies and provide students’ satisfaction. The
following hypotheses are examined in the study in order to achieve the main
goal of the study:

1. There is a significant difference between the dimensions of the quality of
services provided to international students in the expected situation and
the current situation.

2. International students are satisfied with various aspects of service quality
(educational and research services, library and media services, welfare
services, administrative and staff services, quality of physical and social
space, and social and cultural services

Research Conceptual Model

Concerning the quality of university services, the literature review indicated
that numerous models have been developed and employed to measure the
quality of services in various areas of higher education. Some of these models,
such as the SERVQUAL model (Parasuraman et al., 1988) and the
SERVPERF model (Cronin & Taylor (1992), are designed for non-
educational areas but are very common in higher education. Evaluation of the
quality of educational services was designed; however, They were not fitted
due to their inflexibility of application in various higher education institutions
according to their diverse characteristics (Brochado, 2009 & Barker, 1999),
E-SERVQUAL model (2002, Zeithaml et al.), ELS model (2003 Wang),
DLSQUAL model (Shaiket et al., 2006), Martinez model (Martinez, 2010)
Integrated e-learning service quality model (Wu & Lin 2012), Mills model
(Hasanzadeh et al., 2012), Sugant e-learning service quality evaluation model
(Sugant, 2014), Ola Ibrahim model (2015). Meanwhile, some other models
are designed specifically for the field of higher education, such as the
HETQMEX model (1996; Ho & Wearn), the Hi Eduqual model
(Subrahmanyam & Raja Shekhar, 2014). Although specific models are
designed for higher education, a model compatible with the characteristics of
Iran's higher education has been developed.
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To commence, by reviewing the theoretical foundations and literature review,
the indicators of university quality services were identified and classified into
6 categories including educational and research services, library and media
services, administrative and staff services, welfare services, physical space,
and social and cultural services. The conceptual model is illustrated as

follows:

Students as
the key
stakeholder
s of

Universities

Components of quality of

university services

Educational

and research

Library and

Media services

Administrative

services

Welfare

services

Quality of
physical space

Social and

cultural

Lesson plan, curriculum, teaching method, educational
equipment and teaching aids, educational justice,
research, educational evaluation, student participation
in education, guidance and guidance of students in

-

Ease of access to electronic resources, variety of library
resources such as magazines, dissertations, books, etc., up-to-
date resources available ing the library, guiet library space for

reading, knowledgeable and caring staff of the library, library

Behavior and attitude of staff, ease of administrative work,
automation of administrative work, readiness and motivation
of employees, informing of rules and regulations,
management interaction, opinicn polls and student
participation, speed and ease of administrative work,

hS

University restaurant, nutrition, buffet, dormitory, sports
facilities and spaces, medical services, healthand consulting,
£asy access to video and communication Tacilities, service
Transportation, student camps and visits, beauty and green
space of the university campus, student |eisure time planning

-

Behavicr and attitude of staff, ease of administrative work,
automation of administrative work, readiness and motivation
of employees, informing of rules and regulations,
managementinteraction, cpinicn polls and student

International programs, centers and associations, religious,
spiritual and artistic programs, classes and educational courses,
scientific meetings and conferences, conferences and seminars

Figure 1. Conceptual model of quality of university services

The methodology of this study in terms of purpose is applied and in terms
of data collection is a quantitative descriptive-survey method and a researcher-
made questionnaire was employed as the instrument of research. Indicators of
service quality of universities and higher education were identified and the
indicators were classified into 6 dimensions using the opinions of experts.
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These dimensions included educational and research services, library, and
media services, administrative and staff services, welfare services, physical
quality, and cultural and social services. Based on the identified dimensions,
a questionnaire with 75 closed-ended questions on a five-point Likert scale
was designed at both levels of expectations and facts. The use of Cronbach's
alpha test was estimated at 0.96 at the level of expectations and 0.96 at the
level of facts. The statistical population of the study included all students
studying at Shahid Beheshti University in Tehran in the academic year 2018-
2019, whose number was 221 people. The sample size was determined using
the Morgan table of 140 people, which was distributed among 150
questionnaires based on a simple random sampling method, in which 126
people answered the questionnaire. Of these, 88 (69.8%) were male students
and 38 (30.2%) were female students. Regarding the field of study, 88 (69.9)
people in the fields related to the field of humanities, 12 (9.5%) people in the
fields related to the field of experimental sciences, and 26 (20.6%) in the field
Included in the field of mathematical sciences. In terms of educational level,
51 (40.4%) people with an undergraduate degree, 54 (42.9%) with a master's
degree, and 21 (16.7%) in the doctoral degree. The data obtained from the
completed questionnaires were analyzed using SPSS18 software by
Kolmogorov-Smirnov and dependent t-test and t-sample.

Research Findings

Hypothesis 1: There is a significant difference between the expectations of
international students and the real situation regarding the quality of services
provided to them.

Based on the obtained results, considering that the value of t in the studied
components is significant at the level of o = 0.05, therefore, it can be inferred
that between the dimensions of the quality of services provided to
international students in the expected situation. There was a significant
difference between the current and desirable situation. Also, the comparing
the mean of the two situations indicated that the mean of the current
situation(perceptions) is significantly smaller than the desired situation
(expectation), highlighting the existence of a gap between the two situations.
According to the results of Table 3, there is a negative effect in all dimensions,
in other words, it means that the expectations of international students from
the quality of services provided to them are beyond the current situation
(facts). Service quality gap scores in educational and research services (-0.73),
library and media services (-0.76), welfare services (-0.96), administrative
services and staff (-1.45), the dimension of physical space s(-0.85), and the
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dimension of social and cultural services (-1.08), the highest negative gap
score was related to the quality of administrative services and staff (-1.45) and
The lowest negative gap score was related to the quality of educational and
research services (-0.73).

Hypothesis 2: International students are satisfied with various aspects of
service quality (educational and research services, library and media services,
welfare services, administrative and staff services, quality of physical and
social space, and social and cultural services).

To evaluate the satisfaction of international students with various aspects of
service quality (educational and research services, library and media services,
welfare services, administrative and staff services, quality of physical space,
and social and cultural services) the on- sample T-test was used. Based on the
above data, the mean score assigned by 126 samples of international students
to the status of their students' satisfaction with various aspects of service
quality (educational and research services (3.43), library and media services
(3.37), welfare services (3.25), quality of physical space (3.39) (is higher than
the theoretical mean which is equal to 3), it can be said that from the point of
view of the sample population the score of the examined category is higher
than average. In addition, considering the value of t and p = 0.001, it can be
stated that with 99% confidence, this result is significant and generalizable to
the entire population.

Discussion and conclusion

Findings indicated that student satisfaction was less than their expectations
from the quality of socio-cultural services as well as educational services.
Therefore, it is recommended that Iranian universities pay more attention to
the internationalization of the extra-curriculum as well as to the
internationalization of the formal curriculum. Furthermore, given that the
second research hypothesis has been confirmed, it can be concluded that
international students are moderately satisfied with various aspects of service
quality (educational and research services, library and media services, welfare
services, quality of physical space). However, in the component of
administrative services and staff (2.74) and social and cultural services (2.97),
considering that the experimental mean is smaller than the theoretical mean
number (3), so this study indicated that international students are not satisfied
in terms of quality of administrative and staff services and social and cultural
services respectively. Therefore, universities are recommended to pay special
attention to the requirements of the strategy of internationalization at home,
such as the development of international competencies of human resources,
including staff and faculty members.
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