African Journal of Advanced Studies in Humanities and

Social Sciences (AJASHSS)
Lo laia¥) g Aludy) aglal) & dadiial) cilud jall 448, BY) Alaall
Online-ISSN: 2957-5907
Volume 5, Issue 1, 2026
Page No: 414-426
Website: https://aaasjournals.com/index.php/ajashss/index
Arab Impact factor 2024: 0.81 SJIFactor 2024: 6.856 ISI 2025: 1.191

Measuring the Level of Students’ Satisfaction with the Quality
of Educational Services at the Faculty of Education — Janzour

Dr. Safia Khalifa Badwe *, Dr. Amel Saad Alshargawi **
12 Department of Statistics, Faculty of Science, University of Tripoli, Tripoli, Libya

295 — A 48 B Lpalal) cladild) Baga (o Adhall L (5 gisa (pulo

*Zg}G)ﬂ\mdﬁ Al gl Aall Adea o
\:\..t:ﬂ cuﬂ.ﬂ)ln cu.uL\)L 4.«..41; ‘NM\Z\_ASwLm;\‘J\eJZ‘l

“Corresponding author: amelsh@hotmail.com

Received: November 22, 2025 | Accepted: February 02, 2026 | Published: February 14, 2026

Abstract:

This study aimed to measure the level of satisfaction among students of the Faculty of Education, Janzour,
regarding the quality of educational services provided to them, based on the SERVQUAL model. The study
focused on the five dimensions of the model: Tangibility, Reliability, Responsiveness, Assurance, and Empathy.
The study adopted a descriptive-analytical approach using the case study method. Data were collected through a
questionnaire designed by the researchers, and the study sample consisted of 319 students. The collected data
were analyzed using appropriate statistical methods through the SPSS software (version 27). The results revealed
that the overall level of students’ satisfaction with the quality of educational services was moderate. The assurance
dimension ranked first with a mean score of (3.17), followed by the Reliability dimension with a mean score of
(3.12). Meanwhile, the mean scores of the Empathy, Tangibility, and Responsiveness dimensions were close to
the neutral level, with mean score ranging from (2.56 to 2.97). The results of t-test indicated no statistically
significant differences in student responses by gender. In contrast, one-way ANOVA results showed statistically
significant differences attributable to variations among academic departments in the dimensions of Reliability,
Responsiveness, and Tangibility, but no significant differences in Empathy and Assurance. Based on these
findings, the study recommends enhancing the quality of educational services by improving administrative and
academic procedures, strengthening communication between students and faculty members, and giving greater
attention to students of educational services at the faculty of education, Janzour.
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