
������ ��	 
���� �� 
��
������ ����� �� ���  

����  
8 ����� �18 � �� !"�	94 %�&'( � 23 �	 32  

�� �����	 
� �

��� ����� ����� ����
�� �	 �
�� ���� � ������  ��� �������

!" �#�� ��$ � 	�
� ��%&'�	 (���)&'�	 
�+,�- 
'./�1  

�01!2�3!� 
�4� : ������ 	�
� �
����	����� ������ ������� �������           mkhajeh2232@gmail.com  

��
��	 :2/7/93         %��&' :24/9/93  

  

���*+  

506 � �17��: )�
*�
+, 	��, �	-. �/0� 123�� 4� 	����� � 5. ����-6��
� 7 	�-� �	 �� 	-8 )��
9��� � )
7��	��:;:  )�-� 5. )
��8<� 

	�= ���>�, �	?: .@
: ����	 .
+ �B�� 
� �	
;���, �
.
� �-6 �/CD: 5C�	, ���� E��	� � �
9����� �9� 5. �6���� .� �	F� �� �G+�H',	�I� 

,

� ?J�� � K�-7��� 
� �0:7�6 
�� �-9�� 5.�.
� 7�:;: L
-�� )
��8� ���� 	�
� �
����	 �	� ��� ��� 5�	���.  


��8" ���: �F� 5�M
J�, �-6�;: - �J>�� �	  K
�1392  P
Q���L .�-9�� F��.�  �Q� 5. ,� 5�-4�365 5. �;�  T
U��� �0V� ,��. 5>0W %��

�L .
� �	
;��� 
. 
+ �	�	 5�
����'  	����
��� K�-7������L ,��� X4C. �����  @
��08 Y�-6 5�
����'��L �:�
6�  ��
�
'@�  �	
;��� 
. ,
;M� 
�

 Z
0���784/0 ��� ��	 5. . 
� 
+ �	�	 ]:2^6 � 5�_Q6 �/C � �;:�-6 �
��@-�
�,
+ `:M�� K
I���7 ������ F� �L �	
;��� @-V7
I2�� � .  

� :�2�6: 5V�
>�	��	 	-C� �L
-�� )
��8 �:;:7 	
�.� ��
46 �	 ,��	
��� )�
;6 	�	 @
�� @
�-Q���	 )��
9��� � )
7��	� F:. , )05/0P<( .

�.��. �L
-�� )
��8 c
IL F:��
:�79/0- �L
. �� )
��8 �:;:7 �	 �;�� c
IL ���
:. 57 	-. . ��. 5. d-.�� c
IL F����:. ]��-=

e-V^�)90/0-(  �	 c
IL F���47 � � @
�:4W� �:2.
� 	
�.���-�U�
')74/0-( ��	�� ��+
�� . 1V��. �L
-�� )
��8 �:;:7 c
IL F:.

	 f-� ��:V�C5�L� � ��I���, �L�	 	-C� ,��	
��� )�
;6 �2:g^6)05/0P<(.  


87; ��7 3:  ��. �	 �:;:7 c
IL F����:. 5�M
J� F�� ,
+ 5��
� e
���.e-V^� ]��-= 	-. .�� 	
/��:' ��. F�� 	-0/. �/C X.
�� 	-0/. 		��

�
��
7 G��_�� � 5�
U.
�7���:� ���� ��-M�� �	 5�
��� ,
+.  

<,���; 
07�=: �>�?2 ��@3,����2 =�?7'7 ����� %��0-�
  40�4,�=�8�A.1� � ��:
 

  

���,�  

    �M
= %
-�� ,��� �	 5�V�
L ��
V�� X.
�� F:�
6 � 5��-6

�� @�-6 �� �� �M
= %
-�� )
V�-� ��� �-W 5. � �L
.

���� �9� �	 @� 5=
L� � ���C G��	 �:M-6 �2�� X0��)1( .

 e
�� �M
= %
-�� �	 �:;:7��� �-�7 <� 5��-6 . F��

V� � D�
h� ��	 ��/= �P
9�-�:M�5�:�
 �	 �4/� ,
+, 

:� ��=
4�C� �,	
g��� 5��-6 � �L� ��:.�6 � ���+�� ���
  

  

  

��� X��-C)2( .�
����	 �
��
C � G>� 5. 5C-6 
. � 
+

@� �	
/� F�� 	�I24= 5. P	�� 	
�
 �:�
V� �	 �+�	 ��
. 
+

� 5. �;:7 � �47 ��.��
4� �L� K	
��� � @
�-�� )�- . 
�

 �5��
C ,	
� � ��
V�� X.
�� ��	��^� �
���� ����	 ,-�

�
����	 	�I4= ����.�� ,���i �� 
+	

� . 5. �+
��

5+	 �	 �	 �M
= %
-�� P
9� )j-^6,  �:�4C �9� 
� �:8�  

  

  
1- �� ���� ����� 	�
� �
����	 �.�� ������ ������ ,���7	 ,-Q���	  



24        "�
����� %��0- ?7'7= 
"�2��, �� 
��: A.1� � 4,�=�8� 40� 
87;��= 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18� � !"�	 �94 

 �:;:7 5. ��
7 5C-6 P�= � �47 �L� 
� �7
� ��-Q���	

�
����	. � 
+��� @� ,
>6�� 	-0/)3(.  �	 �:;:7 ��k �+

 
� ,��-L	 F�� 
�� ��V:� ,�:� �
���� ].
� ��
�� 5. %
-��

�+
7 �4� ��� F�� �	 G+�H' P�_M � �:4+� . �+ ����� � 
>.

 
� ,���:. ���	 ,��. ��/. %
-�� E���6 ,��� �	 �2�

	-4� �:47 ,��� �� �:;:7 ��V�
0� � 	��	 @
��-C)4.(  

P�= ����	
; 
� %��,
+ �42= �	 �.
�
�� � 	-0/. �:;:7 

)
��8 �L
-�� � ���+�H' ��/.,�:� 1�
��
� 
� 5�
���,
+ 

,�I� 5��
C � ,��&���
:� D:�i �	 ��� ?:>^6 � G+�H' 

�� �	 �' �+�-8 �L�	 .5. ����= 5��-6, 
�� @�_�� _7��� 

�L
-�� � ��+�H' �	 X��-C G��	 ��-^� ���
:. )���i 

W���� ,��_.� ����
7 ,��. �.
�
�� � ]:2^6 �:;:7 	�I24= 

)
V�l� �L
-�� � ��+�H' ��� .F�� ��� �	 P
9� �L
-�� 

� ��+�H' �-�7 @���� 5. �H�� 
. 5C-6 5. ��k 
���� 

)��
��	 @� ,��. ]��06 @�L 5. ����� ,
+�-�7 5>J�� �	 

�
-�, ?:>^6 � 5��-6 _�
� �:4+� ���)5.( 57 
Q�� 
�

�5gU�� 
� �I@�L �	����. ��
����	 �	 �:;:7 ,
+ 

 
. ���� �L
-�� )
��8 ������ 
� @
�-Q���	 )��
9���

 �@
�-Q���	 )
7��	� � )��
9��� F:. c
IL ����.��@�-6 

�:;:7 F�� ������ �� F::�6 	-4� .�7 @	-. F:. c
IL 

)��
9��� � )
7��	� �@
�-Q���	 @
�� ���+	 ,�:;:7  T-2J�

��8)
 �L
-�� ��L 5���� ��� .P
� ��
�� ,��. @��0C F�� 

�8
�L �c
IL )
7��	� � )��
9��� @
�-Q���	 
� �:;:7 

)
��8 F::�6 ��L
-�� d
>� )-� � D�i � �	 �' �@� 

m
U6� ,H6����� ��
+ ,��. G+
7 c
IL � F:�
6 �9� 

@
�-Q���	 ���)6.(  �:;:7 �	 	-C-� c
IL �8
�L 
.

� ��L
-�� )
��8 n:gU6 � 5�
+
�� ,��&� ��-M�� 
/�6 5

 		�� �� �+��� ��
�0� 5I2. 	-L �� ]:/V6 <�H6����� X.
��

-0/. �� ��L 5���� )
��8 �:;:7 @�-�. 
6 �. � �:�U. 	

	�_�� @� ��U.�o�)7.(  

,�:� �
���� �/C K�� )
��8 �:;:7��� ,	���� ,
+� ��L 5  

)�/L 
� K�-7��� K�� �
/�� F:. �	 57 ���  	�.�
7 �

��� ��	�-8�. ,���:. . �:;:7 GQ�� ��_.� � K�� F��

 Y�-6 �
. F:�VU� )
��8�@
���-���
' ,�. � ��
/]�
  �	

 K
�1988 5���� ��	�� .K�-7��� K�� �	�  -�U�
' �/C

 ��+m )
�
V�� � )
7��	� @
:.��V�
. 	-8  
� ��J� ��	
>�

�� �	
;��� 	-4��M
� �	 57 �:+
� ]:M	 5.+m��  e-42�
� �

�:;:7 P-/;�� C ��J� 	�= <� 
� �	
;��� 5. �	
� 	���� �/

)��9� @
:.�4� f-i-� <� ��
.�	 @
L�L
. . ��-9�� F��. �&M

 @�_:� @
:. ,��.�:;:7 
� 	�� )��
9��� � )
7��	� �� 
� @�-6

	-4� �	
;��� ��
.
 �:p�� <�.  F���� �� ��
.
 ,
+ �B�� @�-6

 
� �	
;��� 
.�L�	 @
:. ,

� 	��=� . ��
.
 �.
�
�� 57 
Q�� 
�

5>�
�m � �q2q� ��-*= X.�-6 ���� �0��>6 ,��. �9� 5. ,�

�.
�
�� F�� �	 	-C-� P
/.� 5. ��-�U�
' �9� 5. �6 1�
�� 
+

��� ��)8( . ��+m �.
�
�� 5. �+	 ��4� �/C �5�M
J� F�� �	


� 	��=� 
� �L
-�� )
��8 5. �0V� @
�-Q���	 �q2q� ,


�	
;��� ��� ��L . )�-� 5. �q2q� ,

� 	�= <�

  5J.�� )�-� 5.)1 (��� ��L �	�	 @
��.  

  

 � �  1:6�6 5.F:�
' ��� Y�� �  	�= ,j
.

 ,

� �L
. ��.  

�2:7� � ,�4^�)1389 (� )
��8 �:;:7 ����. �	 �L
-�

 F:. 57 ��	-4� ��+
�� @
Q�
 �IL_' P-2= �
����	 �	

 ,��	
��� c��8� �
����	 @� @
�-Q���	 )
7��	� � )��
9���

	��	 	-C� ��. r�' �+ �	)7 .(@��
I4+ � ����^.)1390 ( �	

@�-�= 
. ,� 5�M
J�» �L
-�� )
��8 �:;:7 �	 c
IL� 

���	 �
���	 
� T-2J� Xi� 
. 	-C-� Xi� 52�
� @
�-Q

�IL_t����	«  )
��8 	
�.� 54+ �	 �;�� c
IL 	-C�

��	�	 %��_� �� �L
-��)9 .(@��
I4+ � ��U.)1390 ( �	

 )
7��	� � )��
9��� F:. c
IL ��	-4� ��+
�� ,� 5�M
J�

 � �	-. ��	
��� @
Q�V�� �IL_' P-2= �
����	 @
�-Q���	



�+,�- 
'./�        25 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18�  �� !"�	94 

 5�L��� ��
i� �L
-�� )
��8 �:;:7 
� @
�-Q���	

���)10 .(v�-:VQM)2009 ( 5. K�-7��� K�� 
� �	
;��� 
.

 @
�-Q���	 F:. �	 �L
-�� )
��8 �:;:7 c
IL ����.

���	I��, ����7 @
:. r�
�� 57 5�8�	�' <Q��� w->�,  @�

�	-. �;�� c
IL ,���	 ��. r�' �+ �	 57 	-.�  
� @
�-Q���	

 )
��8 �:;:75���� ���L��� ��
i� ��L)11 .(� e-M-'�:�
 


����)2008 ( @
�-� �M
= %
-�� �	 )
��8 �:;:7 �.
�
�� 5.

 )�
;6 ��
/� �	 57 5�8�	�' @
�-Q���	 � @
�7�
7 �
���	 
�

 	-C� ���� �	 �	 �:;:7 ��
/� 

:��� F:. ,��	
���

�L���)12.( @��
I4+ � ����)1392 ( 	�I��� 
� ,�:� ��/. 
.

	-C-� c
IL ]:2^6 � 5�M
J� 5. ,

� K�-7���  F:.

 �
����	 �	 �+
����	 )
��8 @
����:� )��
9��� � )
7��	�

 5�8�	�' 	_�57  �;�� ��. r�' �+ �	 �L
-�� )
��8 c
IL

	-.)13 .(@��
I4+ � �M-�� G���	)1390 ( 
� ,�:� ��/. 
.

 	�
� �
����	 �	 -Q���	 ��
i� ����. 5. ,

� 	�I���

�8�	�' �-7
��:� ���� ����� . 
. ,�5����,  5. �M��

 ,��4��
i� 	
Q�� �. �o-� ]��-= ,��. ��-M�� � ��
�
�L

��� 5�8�	�' @
�-Q���	)14 .(5�M
J� �	 Y�-6 57 ,�

-'-M)2013 ( K
0�	 5. 5���� P
Q��5����,  �. ���0� �L��

 �-�7 �M
= %
-�� �:;:7 ,�:� �
���� �/C ,

� K�-7���

	-. 
:M
��� .�� 
. K�-7��� K�� 1:7�6 
. ,� ������ � ,

� ?J

 @
�:4W� P�= GU.�o� ������ �	 ��� �06��� 52V2� ]:2^6

	-. �L
-�� )
��8 �:;:7 �.
�
�� �	 	-C-�)15.(   

5�M
J�,  �i
� 5. �
����	 �L
-�� )
��8 �:;:7 �.
�
��

 
. @
�-Q���	 �
���	 
� �� ���� ����� 	�
� K�� 1:7�6

K�-7��� ?J�� �  ,

� 5�8�	�' ���� 
. 
� �	
;��	
>�  5. ,

�

 ��J� ��	
>� ,
C �	-4� ���?:�	 �.
�
�� �:;:7 
� ,�6

 )
��85���� �+	.  

  

� ��� -��  

    5�M
J�,  ,H6����� �9� 
� x,	�.�
7 �	�I��� �9� 
� �i
�  

��� ��J>� <6 ���C� @
�
 �9� 
� � ���
4:' �?:>^6 . F��

 �	 5�M
J� K�� K
V4:�K
� �2:g^6 93-1392 	 �
����	 �

 P
Q�� �� ���� ����� 	�
�5���� ��� .5��
C,  ,�
��

 �i
� G+�H'5:27, �
����	 @
�-Q���	  ���� ����� 	�
�

 �	-. �� 
� K
VI� ]���� 57 ]:g^6 f��L @
�
@� 5�L&� 
+

� 	-. 5�-4� �Q� 5J.�� 
� �	
;��� 
.,  @��7-7) 5J.��2 (


. �.��. 365  �;���� ��	 5..  

  

  

  
� ,�:� 5�-4� P
Q�� �-9�� 5. ��	
g6 ,�:� 5�-4� %��

 ,��. 5>0W ��L� ��L �	
;���  <� @�-�= 5. ��I���	 �+

 5>0W�-9��  ���I���	 �+ @
�-Q���	 	���6 
. 1�
��� � ��L

 5�-4� 	���6 50�
^���L  �+ 
� ��	
g6 �-W 5. 
+ ��	-�
� �

���L T
U��� ��I���	. Q�� ,��. �
9��� � E��	� G

 @
�-Q���	
�  5�
����' 	����
��� K�-7��� @-�� e
���.

@��
I4+ � �y��
�� ���
� �0���)16(  ��2:7� � ,�4^�)7( 

��	�� �	
;��� ��
.�	 @
�-Q���	 E��	� 57,  � 	-C-� Xi�

@� �
9�����
.�	 
+,  �� �L
-�� )
��8 �:;:7 T-2J� Xi�

�� �.
�
��	-4� .�_.� F�� �� )
��8 �:;:7 ���. r�' �	 �

��
4� �� F::�6 .
� ��6�
0= ��. r�' F�� :@
�:4W� �:2.
� ��.  
.

7 �- ,
��� 5. �K���
��-6 P
Q�� )
��8 5. �2IL Fz4J� � 

].
� 	
4�=� 
. ��-�U�
' ��. x5 �- �K� ,
��� 5.]�
46 

@
�7�
7 5. ,�
I4+ � <47 5.  
. F:4*6 ��. x-Q���	5 

�-� 57 �K� � 	
4�=� `� ,
>M� �	 @
�7�
7 ��
��-6 5. d-.�

 
.  �M�4+ ��. x��� @
�-Q���	 5. @
�:4W�5 �- 57 �K�

��H�� 5. 5C-6 5. d-.�� P
��+ �	 @
�-Q���	 ,	�� ,
+

5�-� 5. ��� @
�7�
7 5. 5�C���@� 57 ,� ���7 e
V�� 
+

 @
�7�
75���� ���+	, @� )
��8E�	 �� 
+ �	�7x��� �  �	

��
/�  
. e-42� 
� �I�_:� ��.5 �- �I�_:� Y���L 5. 57 �K�

 Y:^�5���� �� w�W� 5W-.�� )�_:/Q6 � )
��8	-L .



26        "�
����� %��0- ?7'7= 
"�2��, �� 
��: A.1� � 4,�=�8� 40� 
87;��= 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18� � !"�	 �94 

5�
����'  ?:>^6	-. GU. �	 �. ]4���. � K�� GU.-K� ,
+

 ��8
�L �:�4C) ��2:g^6 XJ>� ���I���	 P
� ��:V�C

5�L�, �2:g^6 (�� ]�
L ����	�� . ]�
L P�	 GU.29 

�;C K�-�  �h
���5�:�
 �	,  �:;:7 
� �
9��� � E��	�

 �L
-�� )
��8 ��� 57 ���7 ,
+�:p�� 
� <��+ ,��.

 <� 
� �L
-�� )
��8 �:;:7 
� @
�-Q���	 E��	� � �
9���

5�-� r�' D:W �+ ,��. � ��� ��L �	
;��� 5�
����' �	 ,�

@� 
� P��75=-4Q� 
+�q2q� ��-*= X.�-6 
. �� ,

� ,
+ 

��� ��L D���6 . r�' D:W <� )��
9��� ��. ,��.5�-�,� 

 �7 ��:4+� �. ���7 ,
+�:p�� ]�
L 57 ��	�� D���6

�� �/� �2:8 � �/� �Y�-�� ��:4+��L
. . ��. ,��. F:�{4+

 r�' D:W <� _:� )
7��	�5�-�,�  ]�
L 57 		�� D���6

	
�
 �2:8 � 	
�
 �Y�-�� ��7 ��7 �2:8 ���7 ,
+�:p�� 

���L
. . ,

� 	�= <� ���7 ,
+�:p�� F�� 
� P��7 �+ ,��.

 K��C �	 57 ��	�� D���6 �q2q�1 ��� ��L �	���. ���� �

 	�-� �L
-�� ������ �:6
�� )��9� 
� �	
;��� 
. 5�
����'

���� ���� �:�
6 .50�
^� 
. @� ��
�
',  ,
;M� 1��i


. �.��. Z
0���784/0��	�� F::�6.� ,
+�:p�� ]�
L 5�M
J

 F::�6 �
9��� � E��	� F:. c
IL )
��8 �:;:7 5�
�Q�' 	
�.�

 )
��8 F�� �27 �:;:7 � �L
-��	-. . F�� ����. �/C

 � �
9��� GU. �	 �	 
+ 5�-� 
� <� �+ |�
' ���.� 
+�:p��

��	�� ]��06 ,

� 	�= <� 5. E��	�) K��C1(.  

4�0+1 :D� 
��: �,0�, �" 
�E= 
�687F � G20H	 
D�)17 ( 

 ��8
�L @
.
 �:p��

)��
9���  

 ,

� 	�=

�q2q�  

 ��8
�L @
.
 �:p��

)
7��	�  

�:4+� �.  )2�1�0(  �7 �2:8  

�:4+� �7  )1�2�3(  �7  

Y�-��  )2�3�4(  Y�-��  

�/�  )3�4�5(  	
�
  

�/� �2:8  )5 �5 �4.5(  	
�
 �2:8  

 

  
� �
9��� � E��	� F:. c
IL F::�6 ,��.5J.��,  �	 ]i
;6

�=,

� 	) 5J.��3( ��	�� �	
;��� .  

    
 5J.�� F�� �	 57 

��L
. ��.  

  ��� K
q� �-W 5.,	��  �	 � �/� �2:8 5��_� �
9��� GU. �	

 ,

� c
IL �L
. �	-4� T
U��� �� �7 5��_� E��	� GU.

		�� �� 50�
^� ��
 )�-� 5. 5�-� F�� ,��. ���� ���.:  

)5/1- �3- �4-  = ()5 �5 �5/4(- )3 �2 �1 = ( ,

� �
9���- 

 ,

� E��	� =,

� c
IL     

`t�  ,

� 	��=� X4C 5J.�� 
� �	
;��� 
.) 5J.��4( f-4Q� �

��	�� 50�
^� ��. �+ ,

� c
IL ,

� 	��=�.  

    
 5. )�-� 5. 5�-� �	 ,

� c
IL ��� �K
q� @�-�=)5/2 �2-

 �3 - ( �)5/1 �1- �2 - (�� X4C �L
. ���	�� ,

� ���>� �	 F

		�� �� 50�
^� ��
 )�-� 5.:  

)4 �3-  �5 -)=(5/1 �1- �2-)+ (5/2 �2 - �3-(  

 �.
V� F:��
:� 
� ���. �+ c
IL 50�
^� �-9�� 5. ��
/� �	

��	�� �	
;��� ,

� 	��=�.  

 5J.�� 
� �	
;��� 
. ,�
�� ,
/2:2^6 P
Q�� �/C)5 ( ��	
>�

��	�� ]��06 ��J� ��	
>� 5. ,

� .  

    
 )�-� 5. ��. <� �	 c
IL ���>� ��� K
q� @�-�= 5.)5/2 - �

3- �4 - ( c
IL F�� ��J� ���>� �L
. ���� ��	 5.12/3- 

		�� ��.�-9�� 5. G+�H' ,
+ �	�	 ]:2^6 � 5�_Q6 
�  �
��

�;:�-6 )�������F:��
:� � ���	 �(  ��W
0���� �
��) @-�
�

 `:M�� K
I���7 ������ F� �@-V7
I2��( 5V�
>� ,��., 

 �:;:7 5�
� r�' 	
�.� 
� @
�-Q���	 �
9��� � E��	� )��4�

 T-2J� � 	-C-� �:�i� �	 �	 )
��8�L ,��	�. ��/. .

 
+ �	�	 ]:2^6 F:�{4+�	
;��� 
.  ��_�� P�� 
�SPSS 5UV� 22 

���� P
Q��.  



�+,�- 
'./�        27 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18�  �� !"�	94 

�. �/���  

    f-4Q� 
�383  �:;:7 5�
����' ]:4I6 �	 57 ��-Q���	

�� )
��8����L�	 �7�
�� �L
- 215 @� �;�	�� 
+)56 

���	 (��	-. @
 5:>. � . ��2:g^6 XJ>� �
^M 
�318 

�;�)83 ���	 ( �	 �>.
� � ��
�L�
7 � ���	�
7 XJ>� �	

�	-. ]:g^6 5. K-p�� ,��7	 � �L�� ��
�L�
7 XJ>���� . 
�

��I���	 f-� �9� 5J>�,  F����:. �@
�-�U�
' ]:g^6 ]^�

��� 	���6 ���
V�� P-2= ��I���	 �	 -�U�
' 	�201  �;�)5/52 

���	 (F���47 � ��I���	 �	 	���6,  �����/�20 �;�)2/5 

���	 (��� �	-. ]:g^6 5. ]3
L.  5J.�� �	 ����� F� @-�
�

 )�
;6 
. F:��
:� F:. �	 �L
-�� )
��8 �:;:7 c
IL

 	�	 @
�� �:V�C 1V��. @
�-Q���	 ,��	
��� �J�

)001/0 (7 
� ��405/0  �L�	 @
:. @�-6 �� F���.
�. �	-.

 1V� �. �L
-�� )
��8 �:;:7 c
IL F:��
:� )�
;6

�L
. �� ��	
��� �:V�C . @�	�� F:. �	 c
IL @�_:�87/0- 

 @
�
 F:. �	 �69/0- .5��� ��	 . `:M�� K
I���7 @-�
�

 �	 �L
-�� )
��8 �:;:7 c
IL F:��
:� )�
;6 
. 5J.�� �	

Q���	 F:. @
�� �2:g^6 XJ>� � ��I���	 f-� 1V��. @
�-

,��	 
��� �J� 	�	)0001/0< ( 
� ��4705/0  5Q�:� �	 �	-.

�� F:. �	 �L
-�� )
��8 �:;:7 c
IL �;� @�-6

 ��	
��� �2:g^6 XJ>� � ��I���	 f-� e
���. @
�-Q���	

���L
. .��I���	 �	 ���I���	 �
^M 
� c
IL F����:., 

 ����/� ���)11/1- (��I���	 �	 c
IL F���47 �, 

 �IL_')50/0- (��� ��L %��_� . XJ>� �
^M 
� F:�{4+

 �L�� ��
�L�
7 @
�-Q���	 F:. �	 c
IL F����:. �2:g^6

)06/1- ( XJ>� @
�-Q���	 F:. �	 c
IL F���47 �

 ��
�L�
7)73/0- (��	�� ��+
�� )K��C2.(   

  

4�0+2 :
�687F � L!M8" %��0- ?7'7= 5��� 
 -�1� ?7��+  

 87F �  
3,�,8:  0(��  5��� N7O3�7�  
�,��1�� �,0P�  

?7!1+  	��  215  1/56  87/0 -  
001/0  @
  168  9/43  69/0 -  

�0�@3,�  ��
V�� P-2=  201  5/52  96/0 -  

0001/0<  
5�
' P-2=  97  3/25  58/0 -  

�IL_'  65  17  50/0 -  

����/�  20  2/5  11/1 -  

 Q.P�


�7/&	  


7 � ��
�L�
7���	�  319  2/83  73/0 -  

0001/0<  �L�� ��
�L�
7  44  5/11  06/1 -  

,��7	  20  2/5  79/0 -  

  

 �/C5V�
>�, @
�-Q���	 )
7��	� � )��
9��� @-�
� 
� �

��	�� �	
;��� @-V7
I2�� . ,��	
��� �J� 5I��� 5. 5C-6 
.

 
� ��47 	
�.� P
46 �	5 �� �L
. �� ���	�L�	 @
:. @�-6 

 F:. 57.�	
�  ��M�4+ �F:4*6 �@
�:4W� �:2.
���-�U�
'  �

e-V^� ]��-=  @
�-Q���	 @
:� �	 �
9��� 	�-� � ��L E��	�

	��	 	-C� ,��	
��� )�
;6 . �6�
0= 5.�	  K�� 	
�.� P
46

	��	 	-C� ,��	
��� c
IL K�-7��� . F����:. F���47 �

 ��. �	 1:6�6 5. c
ILe-V^� ]��-=  

:��� 
.90/0- � 



28        "�
����� %��0- ?7'7= 
"�2��, �� 
��: A.1� � 4,�=�8� 40� 
87;��= 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18� � !"�	 �94 

.�� @
�:4W� �:2.
� 	
� ��-�U�
'  

:��� 
.74/0 - ��� �	-. .

)
��8 �:;:7 
� @
�-Q���	 �
9��� F:��
:� �L
-�� 18/4  �

 @
�� E��	�40/3  �	-.�  �.��. �27 c
IL78/0- .5 ��	

���) K��C3(.  

  

4�0+3 :3,� ��;02� �, 
����� %��0- ?7'7= ���", 
"�2��, 
,8" ��!=���2� ����� R2� 3��2��@  

��.  �;�� c
IL  c
IL �0q�  c
IL @��.  @-�
� ��
��  � ���>�
��,��	  

@
�:4W� �:2.
�  343  30  10  59/15-  00/0  

F:4*6  322  40  21  98/14-  00/0  

�M�4+  320  39  24  27/15-  00/0  

��-�U�
'  308  64  11  66/12-  00/0  

e-V^� ]��-=  347  32  4  37/15-  00/0  

�L
-�� )
��8 �:;:7  362  21  0  38/16-  00/0  

  

  

 4�0+4  :40� ���", �, S2 86 5��� R2� 3  

�2�;  
��: ��T 3, 
��: U,��, 
��: 5��� 
�.V 5��� 

��17�W, ?7�"�V     )80/4 �20/4 �39/3(   )31/4 �42/3 �47/2(  )92/0  �78/0-  �33/2-(  74/0-  

N7�X	     )80/4 �24/4 �45/3(   )29/4 �42/3 �49/2(  )84/0  �82/0-  �31/2-(  78/0-  


Y0�6     )85/4 �36/4 �62/3(   )36/4 �51/3 �59/2(  )74/0  �85/0-  �26/2-(  81/0-  


2�OZ���     )75/4 �14/4 �34/3(   )27/4 �37/3 �43/2(  )90/0  �77/0-  �32/2-(  74/0-  

[�!&� G�,��     )80/4 �25/4 �47/3(   )20/4 �31/3 �36/2(  )73/0  �94/0-  �44/2-(  90/0-  


����� %��0- ?7'7=   )80/4 �24/4 �45/3(   )29/4 �41/3 �47/2(  )84/0  �83/0-  �33/2-(  79/0-  

  

01�  

    �L
-�� )
��8 �:;:7 �.
�
�� 5. 5�M
J� F��5����  ��L

 K�� e
���. �� ���� ����� 	�
� �
����	 �	 @
�-Q���	 5.

��� 5�8�	�' ,

� K�-7��� . ,
+ 5��
�' F��G+�H  �7
�

57 	-. @� 
�  @
�-Q���	 )
7��	� � )��
9��� F:. ��
46 �	

 	
�.� c
IL�;�� 	��	 	-C� . E��	� � �
9��� F:. F:�{4+

��I���	 � �2:g^6 XJ>� ��:V�C 1V��. @
�-Q���	 

��� 5�L�	 	-C� ,��	 
��� )�
;6. @�_:� �e
�� F���.

 @
�
 
� ���:. @�	�� F:. �	 )
��8 �:;:7 c
IL �L
. ��

@
�� 57���+	,  )
��8 
� ���� F�� �0V� ��
i� P�=

�L
. �� �L
-�� . XJ>� @
�-Q���	 ��2:g^6 XJ>� �
^M 
�

 �� ,���:. ���
i�
� XW
>� ��
� 5. �0V� �L�� ��
�L�
7

 ��
8 5C-6 ��� P
j �-g8 F�� �	 57 ��� 5�L�	 �
/h�

	-L �2:4I6 )�:g^6 XW
>� 5. �0V�.  

��
� e
���. ��. �	 c
IL @�_:� F����:. �?:>^6 ,
+ 5

 e-V^� ]��-=)90/0- ( 	
�.� �	 1:6�6 5. @� 
� `' �

 	
�.� �	 c
IL @�_:� F���47 � �L ��+
�� F:4*6 � �M�4+

 ��-�U�
' � @
�:4W� �:2.
�)74/0- (��� �	-..  r�
��



�+,�- 
'./�        29 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18�  �� !"�	94 

5�M
J�,  r�
�� 
. �i
��M
J�)
 @��
I4+ � ����^.)1390 (

��I���	 �	,  ��IL_t����	,�-g�� � 
��)2013 ( �	

 �
����	��2�
6 ��-g8)18(@��
I4+ � ��U. �)1390 ( �	

@
Q�V�� �IL_' P-2= �
����	)10 (	��	 w
0J�� . � ��-.��

@��
I4+)1387 ( �IL_' P-2= �
����	 �	 57 ,� 5�M
J� �	

 %��_� �� �;�� c
IL 	
�.� ��
46 �	 ���� P
Q�� @
Q�


F���47 � �	-4�  
. 57 �	-. @
�:4W� �:2.
� ��. �	 c
IL

5�M
J�, 	��	 ���-U4+ �i
�)19.(  )
�M
J� �8�. �	 5�0M�

@��
I4+ � �2�� 5�M
J� �:9� ]8�	 �	 5���� )�-�)1390( 

 �	��I���	,  ,
��
�7e��� �:.�6 �
����	)20( �0:J8 �

@��
I4+ �)1390(  �	��I���	,  ���. �:.�6 �
����	

@��/6)21(� .@��
I4+ � ����^)1388(  �2= 	�
� �
����	 �	

K-�7 	
.�)22 ( @��
I4+ � ���
7 �)1392 (��I���	 �	, 


��:L ��
�� f�W� � ������)23 ( ��. �	 c
IL F���47

e-V^� ]��-= 5�M
J� 
. 57 ��L %��_�,  	
*6 �	 �i
�

�L
. �� .�� �9� 5. e
�� F���. 	
*�� r�
�� 57 ���

�� �	 )
�M
J� ,
+ �
����	 ,��	�-8�. @�_:� 
� �o
�� ���. F

@� �M
� )
�
I�� � 5C	-. � 5�M
J� 	�-��� 
+�L
..    

 @	-. @��� ,
+ 5�:�
 �	 �
����	 �e-V^� ]��-= ��. �	

 5. @
�7�
7 �+
h ��I�_:� )
�
I�� ��	
;��� 	�-� )�_:/Q6

 5���-8 ��� 5�V��-�� ���+�� � ��:gUL ,
+ ��H�� ]:M	

 ,
+ ]��-= F�� � ��7 �	����. �� @
�-Q���	 �
9��� 	�-�

 �	 )
7��	� � )��
9��� F:. c
IL F�� 5:C-6 ,��. ��M
4���

���V+ ��. F��.C��IL 	-� @
�� �M�4+ ��. �	 �;�� c


�� � )��9� @
:. ,��. �0�
�� P_:�
I� �@
�-Q���	 57 �+	

 ,_�� 5�
��. �	 @
�� )��9� � ������ 	-8 )�	
/��:' ���	

�4� 5���� �9� �		-L . ,
+�
7 	
�
 �Q� ��� �� �9� 5.

 @
�7�
7 5. �0V� -Q���	 	���6 @	-. 	
�
 �%
-�� �	 ����C�

 @
�7�
7 
� �8�. �	 ��
7 )�
/� � 5.�Q6 F�L��� F:�{4+ �

 �M�4+ 
��.� ,��. ����� 
/�� 57 ��� ��L 1C-� �%
-��

��L
. 5�L��� @
�-Q���	 )��9� @�:�L �.  

 �	 �;�� c
IL 	-C�F:4*6 ��.  57 ��
��� F�� 5.

%
-�� 5. ����� ]pL 
. 1�
��� � P
j �24= � ,�9� ,
+

 @
�-Q���	5���� 	-L �4� . 5{�� 
. 5V�
>� �	 �:6
�� �F:�{4+

 @
I�� ������� ��
7 ngU6 G��	 �����	 �
9��� @
�-Q���	

e�7 �	 �� �9� K	
06 � �^.�4� �+��� 
+	 � ���7 ��
8 �

 )j�-� 5. ��-� |�
' ,��. ��
7 ��� _:� e�7 )
=
� 
�

�4� �9� �	 @
�-Q���	���:� . @
�-Q���	 ,
+ |�
' F:. �	

 c
IL F����:. ���. F�� 5. d-.�� 5�
����' )j�-� 5.

 �ggU6 G��	 
� �:6
�� ,��	�-8�. K�-� 5. d-.�� �:;:7

�0� �:6
�� ,�:��
I. P�= ���
:. 57 ��� ��
75�L� �	 
 ,
+

�L
. �� �ggU6.  

@
�-Q���	 )��
9��� @��� �	����.  �� @
�:4W� �:2.
� ��. �	

�	 @�-6 ��  P�=5����  �9�� �2IL 5. e�7 5V2C �+ 1M
J�

 �
�� � ����I� 
. Y06�� ��5Q:�� 
� -Q���	 @	�I,  �.
:L
��

 ,� Y�-6 ��L P
Q�� D:2I6	�7 -Q�VC . �	 c
IL F���47

 5�-� F:. ?.�-� ,���/�� � �0o ,
+ 5�-� 5. d-.�� 
+

 �	 ��/. )��4� 1V7 ��
0�L� @��. @
�-Q���	 �2:g^6

 �L
. �� @
�-Q���	 ���:. %�6 )�-� )
�M
J� 
. 57

@��
I4+ � �y��
��)1385 ( �IL_' P-2= �
����	 �	

@
�_��+)16( @��
I4+ � 	�H� ,�+-� �)1390 ( �
����	 �	

@��/6 �IL_' P-2=)24( � v�-:VQM)2009 ( ��I���	 �	

<Q��� w->�)11 (	��	 ���-U4+.  F:�{4+ ��
i� P�=

��. 
� @
�-Q���	  ���
:. ��-�U�
' �����	 �M-/� P�=

 � )��9� K
>��� �/C ��I���	 ������ 5. @
�-Q���	

��
.�	 
+	
/��:', 
V�� )��9� K
4=� P�= � %
-�� ]

@� ,
+	
/��:'���
.�	 
+, 
V��-�� ]5�
��. �	 �L
, 

�� �L
-���L
..  

  

���� �)�/'  

   �� ��L �^. 	��-� ]7 
�57 ���� 5Q:�� @�-6  	-C�

 ���
:. �L
-�� )
��8 �:;:7 	
�.� ��
46 �	 �;�� c
IL



30        "�
����� %��0- ?7'7= 
"�2��, �� 
��: A.1� � 4,�=�8� 40� 
87;��= 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18� � !"�	 �94 

 
� @
�-Q���	 ���
i�
�5����, �� �L
-�� )
��8�L
.. 

 �	-. e-V^� ]��-= ��. �	 c
IL F����:. �/C 57

 c
IL G+
7�� �	 ��. F	
/��:' ��V� 		��- P
9� F:M�

 �:;:7 G��_�� �/C �	 ,_�� 5�
��. �	 ��� �L
-��

 )
��85����  @
�-Q���	 �L
-�� ,
+

:� 5. 5C-6 � ��L

���
4�. �M�4+ ��. �	 F:�{4+ �� 	
/��:' �
����	 		��

�H�� 5C-6 �:6
�� � @
�7�
7 
6 5���� �9� �	 �� ��
+ 5�
��. ,�

��	 5. �0V� E�	 �� @
�� �
8 ,
+

:� � 5�L�	 @
�-Q�

���
4�. @
�-Q���	 )
7��	� � )��
9��� F:. c
IL 5. 5C-6 
.

5�-� �	�� 	
/��:' �
+ )
�
I�� ,�� �. �VU� ��-M�� 		��

 )�_:/Q6 �5�
U.
�7 ]:0� 
� �L
-��� ������� ���
� ,
+

		�� _7�4�� �6-:t�
7 .P�	 ��-M��� �-Q���	 
� �Q�� �9� @


e�7 ,��_��. @
�
 ��
.�	 @	�	 �7�
�� � �L
-�� ,
+

@��L
. �� ���	 ,_�� 5�
��. �	 
+ .���	 F:�{4+ ��
+

 � �o-� )
W
06�� ����-�. 
6 		�� ��_��. %
-�� @
�7�
7 ,��.

��L
. 5�L�	 @
�-Q���	 
. �0�
�� . P-� ��-M��.5 ,�:��
7

 �42= )
:+ �	
7 �	 
�0� � ngU�� �:6
�� 
6 �L
. ��

�:�U. 	-0/. �� %
-�� �:;:7 ?��W @� 
� @�-�..  

5�M
J� 5I��� 5. ��
�= 
.,  ,
+ �
����	 
� �I� �	 �i
�

 1�
C ��V�
. @� r�
�� �:4�6 	�-� �	 5���� P
Q�� �-�7

	-4� ��
=� �� d
:��� . 		�� �� 	
/��:' ����� )
�M
J� ,��.

6
�� ���� 5� F:. 
� �.
U��� ,
+ 5�-4� � @
�7�
7 ��:

 5J>� 
� )
��8 �:;:7 c
IL � 		�� T
U��� @
�-Q���	

	�:� ���� ����. 	�-� ���� 5� F�� �9�. 

  

�*&2 � ���,2  

    F��5�M
J��6
>:>^6 ��W 
� ]�
� �  ��
4L5620  T-g�

 F��. x��� �� ���� ����� 	�
� �
����	 ��+�H' ���
��

���
�� ,�
I4+ 
� 52:��� � ��+�H' ,
+ �
����	 �L
-�

 57���V�-�  ��
46 � ����
�� ,�
� G+�H' F�� P
Q�� �	 ��

 �	 57 ��
�-Q���	��W ,
+ 5�
����' ]:4I6  ,�
I4+

��	-4�� 	-L �� ���	��� � �I�6.   

 

References  

1- Khajeh M, Salami H. Performance evaluation 

of Islamic Azad University, Qom branch, Using 

the EFQM Organizational Excellence Model, 

Quarterly of Education Strategies in Medical 

Sciences. 2013; 6(1): 43-48. [Persian] 

2- Zandi A. Study of the difference between 

expectations and perceptions of quality 

educational services to students of Islamic Azad 

University of Sanandaj based on five dimension 

SERVQUAL Model in 2009.[Dissertation] 

Islamic Azad University of Sanandaj; 2010. 

[Persian]  

3- Jafari A, Ehsani M, Khabiri M, Momeni M. 

The design of a performance assessment system in 

physical education colleges and sport sciences in 

Iran. Sport Management. 2009; 1(2):51-71. 

[Persian] 

4- Amin Shayan SH, Jamalzadeh M, Sourghali A. 

An evaluation and prioritization of educational 

quality from the point of view of Shiraz Azad 

University faculty members using problem-

solving approach and six-sigma instrument. New 

Approaches in Educational Administration. 2014; 

4(2):65-82. [Persian] 

5- Noorossana R, Saghaei A ,Shadalouie F ,

Samimi Y.Customer satisfaction measurement to 

identify areas for improvement in higher 

education research services. Research and 

Planning in Higher Education. 2008; 14(3):97- 



�+,�- 
'./�        31 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18�  �� !"�	94 

119. [Persian] 

6- Tofighi Sh , Sadeghifar J , Hamouzadeh P , 

Afshari S , Foruzanfar F, Taghavi Shahri SM. 

Quality of educational services from the 

viewpoints of students: SERVQUAL model. 

Education Strategies in Medical Sciences. 2011; 

4(1):21-26. [Persian] 

7- Mohammadi A, Vakili MM. Evaluating 

educational services quality in Zanjan University 

of Medical Sciences from students point of view. 

Medical Education Development. 2010; 3(5):31-

41. [Persian] 

8- Charles V, Kumar M, Suggu S. Adapting 

Fuzzy Linguistic SERVQUAL Model: a 

comparative analysis of bank services in 

Malaysia. Centrum Catolica Working Paper 

Series.2012-09-0008 

9- Bahreini M, Momeni Danaei S ,Shahamat S, 

Khatooni A, Ghodsi S, Hashemi M. The quality of 

educational services: Gap between optimal and 

actual status according to dentistry students. 

Iranian Journal of Medical Education. 2011; 

11(7):685-695. [Persian] 

10- Bakhshi H, Jafarzadeh A, Alimohammadi 

Abdolabadi T. Viewpoint of students toward 

educational services quality presented by 

(expectations and perceptions) Rafsanjan 

University of Medical Sciences (2008-2009). 

Journal of Rafsanjan University Medical Science. 

2011; 10(supplement):29-37. [Persian] 

11- Legcevic J. Quality gap of educational 

services in viewpoints of students, EKON MISAO 

PRAKSA DBK, GOD XVIII. 2009; 279- 

298. 

12- Zafiropoulos C, Vrana V. Service quality 

assessment in a Greek higher Education institute. 

Journal of Business Economics and Management. 

2008; 9(1): 33-45. 

13- Farid D ,Ebrahimzade Pezeshki R, 

Abolghasemi M. Analysis of the gap between 

perception and expectation of the receivers of 

academic services using fuzzy SERVQAUL 

approach (A case study: Yazd University), First 

National Conference of Engineering Business 

Management, Kerman. 2013. [Persian] 

14- Darvish Motevalli M, Esfehani S. 

Determining and evaluation of students 

satisfaction; Using Fuzzy Approach. 

Pajouheshgar (Journal of Management). 

2011; 8(supplement), pp.51-67. [Persian] 

15- Lupo T.  A fuzzy SERVQUAL based method 

for reliable measurements of education quality in 

Italian higher education area. Expert Systems with 

Applications. 2013; 40:7096–7110 

16- Aghamolaei T, Zare S, Abedini S. The quality 

gap of educational services from the point of view 

of students in Hormozgan University of Medical 

Sciences. Strides in Development of Medical 

Education Journal. 2006; 3(2): 78-85. [Persian] 

17- Chou C, Liu LJ, Huang SF, Yih JH, Han TC. 

An evaluation of airline service quality using the 

fuzzy weighted SERVQUAL method. Applied 

Soft Computing. 2011; 11:2117-2128. 

18- Vaz A. and Mansori S. Malaysian private 

education quality: Application of SERVQUAL 

model. International Education Studies.  



32        "�
����� %��0- ?7'7= 
"�2��, �� 
��: A.1� � 4,�=�8� 40� 
87;��= 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18� � !"�	 �94 

2013:6(4):164-70. 

19- Arbouni F, Shoghli A, Badriposhteh S, 

Mohajery M. The gap between students’ 

expectations and educational services provided for 

them, Zanjan University of Medical Sciences, 

2007. Strides in Development of Medical 

Education. 2008; 5(1): 17-25. [Persian] 

20- Fe’li S, Biglari N, Pezeshkirad G. Students’ 

satisfaction of the quality of educational services 

(Using SERVQUAL Model) in college of 

Agriculture. Tarbiat Modares. Iranian Journal of 

Agricultural Economics and Development 

Research. 2012; 42(2):199-207. [Persian] 

21- Khatibi A, Sajadi N, Seifpanahi J. Study of 

quality of educational services physical education 

faculty of Tehran University from viewpoint of 

undergraduate students. Journal of Sport 

Management Review. 2011; 9:77-94. [Persian] 

22- Bahreini K, Shahalizadeh Kalkhoran M, 

Nooraie F. Service quality study in Islamic Azad 

University, Based on SERVQUAL Model and 

QFD: Islamic Azad University, Aliabad Katool 

Branch. Pajouheshgar (Journal of Management). 

2009; 6(14):62-79. [Persian] 

23- Kavosi z, kaffashi SH, sadegifar J, Mosavi 

Esfahani H. Gap analysis between perceptions and 

expectations of educational service receivers at 

management and medical information school of 

Shiraz Medical Sciences University, 2011. 

Medical Education Development. 2013; 6(12):69-

79. [Persian] 

24- Goharinezhad S, Maleki M, Khajehkazemi R, 

Nesarnoubari F. The measurement of education 

quality from the viewpoints of master students in 

Tehran University of Medical Sciences. Journal 

of Medical Education Development. 2011; 4 

(6):55-62. [Persian] 

 



�+,�- 
'./�        33 

���� 
 ����	 
 ����� �� ���� 
���� ����3� ���� 
 8� ����� 
 18�  �� !"�	94 

Applying SERVQUAL Model and Fuzzy Logic in Quality Assessment of 
Educational Services from Students' Viewpoint at Qom Islamic Azad University  

 
Khajeh M1 

 

1Islamic Azad University, Qom Branch, Industrial Management Group, Qom, Iran 
 

Corresponding Author: Khajeh M, Islamic Azad University, Qom Branch, Industrial Management Group, Qom, Iran 
Email: mkhajeh2232@gmail.com 

Received: 24 Sep 2014 Accepted: 15 Dec 2014 
  

Background and objective: People's judgment about quality of educational services is often poor and vague and it is not 
easy for them to express their perceptions and expectations using an exact numerical value. It is more realistic to use 
linguistic terms to describe the expectations and perceptions. In this paper, a combination of SERVQUAL and fuzzy 
logic approaches were used to evaluate the quality of educational services provided at Islamic Azad University of Qom. 

Materials and Methods: This descriptive and cross-sectional study was conducted in 2013. A sample of 365 students 
was selected randomly through stratified sampling. Data was collected through standard SERVQUAL questionnaire. 
Validity of questionnaire was confirmed by experts and its reliability was estimated through Cronbach's alpha (0.84). 
Descriptive statistics and Mann-Whitney, Kruskal-Wallis and Wilcoxon tests were used to analyze the data. 

Results: Comparison of students' perceptions and expectations indicated that there were significant differences in all 
aspects of educational service quality (P<0.05). The average gap of educational services was 79.0, which represented a 
negative gap in service quality. The greatest and lowest gap in tangible factors was (-0.90) and responsibility and 
reliability was (-0.74). The gap between the quality of education in terms of gender, college and field of study, was 
significant (P<0.05). 

Conclusion: Based on the findings of the study the largest gap was in the tangible factors. It is suggested to improve 
library resources and increase computer workshops. 

Keywords: Students satisfaction, Quality, Educational quality, SERVQUAL model, Fuzzy logic 

 


