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Abstract

The purpose of this study is to measure the service quality in School of
Management Studies: University of Khartoum by analyzing the level of
the gap between the student expectations and perceptions using the
SERVQUAL scale developed by Parasuraman and his associates
(1988): for measuring service quality. A stratified sample of 319
students from school of management studies at university of Khartoum
was used. The findings indicate that there was a significant negative
differences gap between the students' perceptions and expectations for
the whole score of the service quality. The results also showed that
there were significant negative differences gap between student's
perceptions and expectations in: tangible: reliability: responsiveness.
security and empathy.

The findings also indicate negative significant differences in students'
expectations of the service quality due to their education levels. That is
the negative gab increases with the students level of education which
indicated senior students were less satisfied with the service quality.

Key words: service quality: servqual. gap analysis
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