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Abstract:

The aim of this study was to identify key indicators of educational service quality at Islamic Azad University. This qualitative study employed
semi-structured interviews as the primary data collection tool. The study population consisted of Islamic Azad University faculty members
with managerial or research experience in educational service quality, selected through purposive sampling. Theoretical saturation was
reached with five participants, and data were analyzed using NVivo software and qualitative content analysis. The findings indicated that key
indicators of educational service quality encompass five main dimensions: outcome-based indicators (student achievements and
societal/professional impact), process-based indicators (adherence to academic and ethical standards, and transparency in educational
processes), student experience indicators (student satisfaction, responsiveness to needs, and intellectual safety), skill-based indicators
(practical training and career support), and personal and social growth indicators (character development and comprehensive educational
services). The results revealed that improving educational service quality at Islamic Azad University requires attention to multiple indicators,
each playing a crucial role in student experience, academic success, and professional development. It is recommended that university

administrators enhance quality through practical educational programs, career support, and comprehensive services.

Keywords: Educational service quality, Islamic Azad University, assessment indicators, qualitative content analysis, higher education.

How to Cite: Farhudi, S., Roghayeh, V., & Sameri, M. (2024). Identifying Key Indicators of Educational Service Quality in Islamic Azad University, Journal
of Management, Education and Development in Digital Age, 1(4), 78-88.

O

Copyright: © 2024 by the authors. Published under the terms and conditions of Creative Commons Attribution-NonCommercial 4.0 International (CC BY-NC 4.0) License.



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0
https://orcid.org/0009-0005-1220-0936
https://orcid.org/0000-0003-1729-6883
https://orcid.org/0000-0002-1369-0923

JUmsd pas 39 dauigi 9 190 (L9 ko 43 pid

VBN /e Ll g b VRSN o dy 6 VR VIYY 15 B53k e s VX7 /YT slia Jlf o156

3T olRG31S 4 (W )90T Dowd Cui (sulS s ol Wl

Oyl ednogyl ¢ oMl 3l oKzl gyl dolg ¢ o )5 pale 09)5 ‘g\;’s)'yi oo (6558 (gommiild 1 dgm 48 dpoun .

Oyl gl o oMol 3151 olSily ctuog )l dnly ¢ o 5 pole 09,5 jboliwl P s g 48, Y

Oyl gl o oMol 3131 olSily ciung )l dnly ¢ o pole 09,3 Ll {1 ¢ ol oo Y

r.vahdat_77@gmail.com :Jstume ot g Kig xSl oy

oS

S odlazal b g (&S 3,500, b il ol lge 5 (wlid by, g ool AT oSl 13 el Sloss oS (sulS cloasls lolis gk (nl Ban
2 g b e diilo b oMl o3l o8l eleciin slasl Jolis (g)lel dnole 0 plorsl laodly (91,8 ol I3l gy 4l ks lodoss (gladnlas
Jdos 59, 9 NVIVO Sl381a 5 51 ool b Laodld g as Juols oaiiSes Lo & b (gylas gludl aind Olseil diedan jguods oS 39y 5j90) lodd CutS digo)
o yglind (bj)l) s (295 Gl Sl sl (ol am gy Jolb (djg0] Slots CudS (sudlS sloadls o ol s laaly us Ll (&S (slgimo
sl 4,5 (Sla el | bjgal (sladil B > culid g IWS] ale (sl il cule,) e 2T5 (slaadls (45 g dnal 3 U1 b g gl
Slouasls 5 (Ol (b s j) Cales 5 0208 slagbisel) ssmmo Slee slopasls (6,88 el bl T slajl 4 gosly gl cols))
p e (oMol 3T olSiily j3 5jgel losd cudS (5l a5 oy L5 Limgh ol gl (ebgel gely losd &l g Coased dxwg) eleinl g (63,8 A,
ol et b olSuisly oyl e dgu oo dlpiudiny )b il OUT S8y g Juass Cuidgs o Gbezedild 4y 13 Sy &S Conl (ooaste s jasls 4 dn g
S50 Sga |y (bi90] Gledd cudS (rals loss &l g Jad slacoles (63,8 590

e isel (i Sy ol il sl il o oMol ST oSl o jpel ot S 1 S 5 gS

VA= (¥)N Jozud pune 40 dewsi g a0l aiy oo d i 351 s8N 13 bjgel Sladd cusS (oadS slaasls olulid (V¥ (oape o6 polo 9 cdidy i g o ¢ $D9 1 2Lzl 090
A

ooa®

ol 43,5 & jg0 (CC BY-NC 4.0) 2165 b illas 5151 oo yiwd &ygods dllio ) L) ol ot g5 4 3late dllio oyl L] ggis golod VEoY © 11 3> g 500



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0
https://orcid.org/0009-0005-1220-0936
https://orcid.org/0000-0003-1729-6883
https://orcid.org/0000-0002-1369-0923

J%JW}JW}JJ})AT‘CA_L{JA

doddo

plys 3 o S50l (slapllas 9 o Ciguimo T (glab s dnsgs g e Cadge lgmiih Culd) 5o Jelse npinte S S sl Closs oS
258 ol SeelSily e ol 3 a3l Gl ggite Sjls (g5Sly 5 s Bl 1) (oBjgel Sloss S o wizn plaJae 2ty (Al Jld 4 plex
(Sl glho 5z lelge b 0w laolSils 13 (5500l Glods kS ey (SlosigRy bl it g (gAxto (Sl il b (5590l Clods kS 390 yo
49005y oloj ygye4 5 obigel Sloss I pligemiily Sl (Jb e )3 (Adlaa et al, 2021) sl L8 eyt clagsbs) 5 isel slagsysls dacslo;
(Boroumand et al., 2022) cuul 4l 3o (63,8 dawg g ad Colon «63)8 slabjgel (gl yii Lol caons

£95 5 0318 _pgmeily Curen b ol oyl &5 ol dis p cas ol 1 ool ST oKl j3 opga ¢ 2Kl clapllss j3 35ee] Gloss i ool
oS Wlosly Lis Gilises slayimg oJls ol b o(Largani & Mojtabazadeh, 2021) a8 o W) (amastie Sl (sop cpoli 1> ooder i Junas slaazs,
Dehnavieh et ) x5l 6,555b g sy 4 il 45 Slaslge UKo b (5590] Gloss oS i)l 5 ool dine 53 ¢ oMol o131 ol alos 51 el (sbnol&iiils
(al., 2020

ol 3 oISl a8 5 oy ) sl el S5 3 clols b RIS (slo s igel B (bige] Dot kS e 53 oulul oty J (o
5 i o) (Ezzati et al., 2023) sjsel 0 o & ) p5¥ Lid sl oo 5 los sl lsi 5 035 K595 Bias aolKiily ;> a1l sla sjgl 45 1)l
Farmad et al., ) xS o lazgd |y gl yome > Sty jl Calos 5 )8 (50l sloasliyy (b as d2g5 &0 g Casl gokao 353 (oMl S]] oSl
a3l bjsel Class CudsS salS slaasls Sl S lste 4 (deans s 0 (U1 IS 428 5 (objgel s b ol 3l gy cols conizzen (2022
.(Hadian & Dalir-Naghadeh, 2025; Hadian et al., 2020; Shokrpour et al., 2024) 54 .

oS wlosls lis W ytmad e Jledy djsel Slodd i wie cbadlie 505 jl (obisel eyl o EMS] 5 Lole (slad ikl cule, iyl opds
cllas g 598 Coley Gbommisly Gain ] )3 a5 WS palp e sl g A Vole (WBlas oo aSb wijlayy ole slabigel 4 e laolSiils 15y Hlasl b geiils
(oiy9el sbssly 53,58 g elinl e Jldlo 4y dogi b o oMl 3151 olEtils ;5 (Aliakbari & Saeedi, 2022; Shokrpour et al., 2024) w3l )3, bjgel
(Jafari, 2023) wal 3,56 sjge] Sloss cuheS s Wlsie 45 305 Ss3g IS 5 ol clod bl Lais aipe) )5 ala il

9 2B, AblKal ¢ Slyy Coles ( luad ojglive siile Sladd g 295 oo d9dme (wyd (slgime 4 LS (Sjg0] lotd S 48 wlodly i wizmen (LB Slillae
9358 clolXisly (p 555 5 (S plgieds oMol Sl oKl ¢ yle ol > (Moshtari et al., 2023) sl o jlodas wlods cpl 5l isu 56 Jad clacus,d
Sl o3lol (gl > LS55 8, 3k 4 3gys eyt |y Ul 5w )] lismmtils 4y 1y Lesie 5 ol sdjeel Closs a5 sl s,y dlal s sl wieil el
(Hadian & Dalir-Naghadeh, 2025)

Gharibi) s,ls ol 65551 ¢ Juwass 5,Sles p sosiins yb ¢ ol Sloss 51 Ul Colsy olse o (o9omdils dyo05 48 wlosls (Uis suaie (slayimgh 505 (sgw 5|
535505 6yt 3 ,Skas g e 0013 usly 5 <55 oKl Lausgy T (elajly g A8 oo Uyt 4, Kislen e )3 A8 o psluo] &S gl (& Tabrizi, 2018
o bl ¢ lgmiils g4 g laasly oLl s (53,58 4 dogi b o oMl ol1 oKl y3 (Rajabi et al., 2022) anb o cand (Jid 5 Joass slocuibos 4y
(Fathoni, 2022) cul osi il pasts (590l Sloss &l g bgoeiily (63,8 slajls 4 do gy Siojls Jauxe

g csode Ll 15l aibsg Lsas Lol .cul bl (clp eloinl g (63,9 M5, (clacasyd (oilupald (il Dlosd CuiS we ladis I S0 (S

(Rayatetal., 2022) a8 wal 55 1) Sl dnwgs g eloin] (Gl )lie Co gl umasus 15, (cladine) 1l 4l cimd (bjge] bl 4 1) (clad > (o )le

oo ®

ol 48,5 &yg0 (CCBY-NC 4.0) Lales b illas 331 oy ygos dllia ol L]l odi g5 4 Blaie dllie pl Ll Goi> ola VF.v © Dl 3> g jore



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0

\f"‘ JLw Lr)% e)Ls:: LJ}‘ 09>

@Bl lsisa |y lggetils § 45t 55 elatal g Sldl sladin 4 355 (sl (sladalyy 5 ol casle Ciliseo LB 51 lgemdily (2l L oMl Sl oSzl
(Teague, 2024) xS Cuyy phicaginne g ,Saie wiailys

@& ol bisel (Hadian et al., 2020) x5l a8t b9l clods i 3gm0 )3 y9omeclee 5 (63,) (slaybse) Caodl p i (slajingh woles )
ATIaN ) 39 o Cguome g0l sl3 )3 e bigel soils (it 31 caibly o3lal JISJ1jl 42 399 (gl 5 25,5 4 Jae 131, 258 (sladi gol b 418 S8 lgonatils
9 ol sl (555 el 3 1, 055 G (GBI o 5 gl Sl Cgles g lae (objgl (slaoyd (b bl 55 oDl o1 oSl (& Viosky, 2023
(Heidari et al., 2019) &5 )] sieilys

ool oy cpl ) (Bjg0] losd S culS layadls lolis Guam b pols imgh ool D131 olKiils )3 3g390 (il § fodge Cacnl & dogi b
B oo (335 cidgy (gl Slosd CobeS aipe) 1> ooy b Rapde 4125 i & eloctin clasl b wdl b lodag slaaobas Gob 5l Gingly onl ol 00

A a8l)) ool 3T oEzily y3 o ol dgar 9 Dbl sl (ol g 1S bl B 3 0B 5]y B5ge] Slods i wae (claailse

QiR R (owlind w9,

elecdn lasl Jols (i ol )bl dnela 0 plol ool (g9l 5 (Lol 3l plgisar aidly s lodoss gloanlas jlodlatl L 5 (i 5,805 b (gl o
0o blyd o)l )l pawss Gl g umlfT Juds aolal lisg L;\f}}}ai Olodd CatS Ao 5 gl b (e diile (gl oS 2 oDl Sl ol
s el oMl ol oKzl

il b jgel 030 53 (e w5 o g JBlas Jold olbsal (sl e b odliwl EasS'eS Lie Ol gl diedin (g pmShiges Loy jl imeR ol
53,8 8 L hmgdr 3 485 0 dluad Coles ;0 g il del) ks gludl a ey loj B (g puSiged a3 g (bjgal ledd b b Lo ye o piie <Y lie

» u;’s)'yﬂ Gloss CutS 0yl 1) 068 slaolBad g Cloyzs B ol o Kl (Bauscs b 4y &5 wb plodl adly lidlowdes slrdslae 5k 5l ool 5)91@.?
WA 0y Bubal S sla bl L |J.\>w adslas o daodly cows I luebl ¢l g 1505 (Glwodly g bons dsbae .48 Ly oMl o1 oKl

b 8 I8 4 sie gleodly I el gl sl 5 oSl lolid (gly sy cpl b edlitwl a8 glgie Julos g, g NVIVO Hl5dle 5 5l a8 slrodly Julos gl
20315 pannds b adgl (651558 puonms 23,57 Iy lmodly b gl oLl davaslian (cloodly 5,85 adllas b Siimgs ¢ Jgl Als po 53 .83 plogl als jo din )3 laodly oo .0
oled 50 03 glyseinl Lol elde g Bad (ai0g)S egrte slaganaied  alie asS way db e > .0 pll agl lansT Lol 5 olixe slaasly 4
Wb (985 (23 g ol pebiae gl b adgl (cogpde Co2 )l

oo 33155 oz 5 25 plol s ppumty Jian 5 oS S, 5 Ribngy Lo (6 IS 05 kit cielse (11525 gy S dn s bl il s 4

33,5 dpslxe 5 il 93 (glaas

Ll

wlacl ol od g bolSuys Jolis laslas jl sdalcwnda (sloosls .4 plovl abl ) lislodes (cladslas 4, ¢ 385 dalllas )b 5l laodls b olisl ¢ Jgl als po )
G5 31 lime ccibgomtils (sl gl s )b 5| (objgel lodd CauiS yioniw Coenl p BASES Uio Dy (390l losd S 0)by> (oMl Sl olEtils aleciun
Cuto dy o5 Dbyl ) olKuisly (& ¢ peizmoen aizbl WSt Glas 5 AVole oo (gilupnlyd g ( US| g Lole olad bl 4 olKutils (cainl @dy> g dnols j> U

OBUES S 5 a8 3l L laodls w391 adsl (claodld )3 diws p Slegdge dloa i os (S5 sy T (ciloodlel 5 bgmeiils Jad s j Coles (gl

O

Copyright: © 2024 by the authors. Published under the terms and conditions of Creative Commons Attribution-NonCommercial 4.0 International (CC BY-NC 4.0) License.



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0

J%JWJJW}‘}J)’)AT‘\;{‘X‘JA

S LL S K Simghy 4 als o oyl iy ST bgomilsy (o5losiodlgs 5 Slasl (63,8 15 9 03,5 0,L3] g0l g lgime 5| 13 3e] Closs ool &
LS5l adgl (613838 4T3 daosls |

gl g 55 Y Jogusa

gl o8 (Eh) plxe 92l

sleoyglivs  wlel  » oS o M o dilizee Sloj sloejl o bgzmiils slas gliws G,k 5l b 1) Lisgel Gloas o s™
Obgzasls

48 > g daal> o gmiils (5,135 31 MRS ol plad > b arelx 0 e ped ol lge g (ils b wilgt e geiils LT

W g ole slasluslinl a4y gainly Moz M 5 ele slao laslinl a4y oSl (gainl e 5 e oo ) Cod S

g0l glaanT s o cllae g codlas MaVole (higel 4 ags 5 bjeel slaan] s o coblas”

e b ol o gmiils Cude 4,28 Mogige Hbles w,ls Liige] piaas b Jolad 5l goiils oS glay 25 j0 cuaS™
3

gl OIS ¢ ajls 4y Cooanl ."_»3,;'36‘ 43,5 gux Mo 5 398 0 0t a5 WS ulus| goisls ;!"

Obgzisls gl (6,58 cusal ol ."&..Z.i)l.g Al (6,58 Cosol e rgzisls 4 wuS p.m|)é Ve olKzils )f|"

Ol 5 Gl (092 60,8 Moy ) 4 Jas o wilgi oo |, 43S 0l 4 (shez jadz gzsls”

geiily i s 3l olRzils culem M8 o 1y ol e e idas Job [0 goeils 08 o SaS aliils pi

ubj:z.....ab LS’L“J‘ 9 Ls.))_é _\..i)) "S’..xjj.Q &y dL:buL..J‘ ..LLSLSA S8 L{bj:z....;b a oKiils L;;‘u

asei) 9 lgime 51 51,8 Manls fygeyl g lgiome s dgame Laid olSisle Li5g0] Cloas"

SeamalE )l 5l e lgmils gileaisily lasgs b gy, wilg co wiS wla] (LeasedlE )l 5l am a5 0 SaS bgziils 4 wlgn wb olKasls”

"J.........JIJ

bgye slass 0gd (asuie (ol g (258 (melide b 65 (609, (ogrde (Slasaivdito )3 g oy 4dg) ()HSUS dloyo 13 0ad plolid (slasS epgus a0 5
Al 35T (objael Closs (g Sojlul LB gl 2 & 508 ololid jome (29 lopadls lsiea waslr 3 (U1 IS 1 5 plpmiils sloajglios b)) &
4 Gol eoiild Colsy (pwimmed WAS (cAudiwd Hyome ulyd (el et L lgieds o Sigel (claanl B )3 cudlad g beel slad bl 5 Jgol Cole, aile  uoliae
lagdils i ypmo ) Colan 5 (53,8 Bj90] 41 bgrye cloaSsind a3l (goeitils 28 sl padls lsisa (ol 5 5,58 Bl 3l el (aeme sl g ol (slajly
s s elatzl g 60,8 45, Sl ls Byt 5 (Bigel Sasle Sless )l g Cpasid dnugs 9 185 8 Heme lee slaasll 09,5 )

bl pyeae =P Oyde gl
97z ey Oligzdils slasgliws L)l Oligzeails slasgliws (ol CoieS omins

9 Za > slasls asalr o gontils 53 2y g analy 5 gmiils (5,38

e ai] 3 gla_asls ysel slas bl 5 Jeol cule, W 5 ade slos Juilial 4 goialy

sy sl gloasls SHisel 5o Slail g codlas hsel slaanl pe cdlae 5 cudlas
@il 4,25 laasle sl DOl | gmils culs, 590 s b Joles 50 g2l St 4y 20
9l 4,25 sla el Olgzmasls glasls & el 5 50 snils OMSLEe 5 sl 4 ol
@a7ils 428 la el S8 Sl 5 ol g9 Olszsls sl (5,58 Coal ol
97 )lee sla el Jos (e el O)lees 9 BIS 3 so)8

e Slge slaasLs Shismiils lad > s a4y oS sortils Lid s 5l oKy Culom
=izl g 50,8 0l la ezl Sl sz § Cpand arug Obgmails (Gluil 5 62,8 05,
el y 60,8 ad) slagasls Feelr $hjsel cleas )| 033 5 lymme ) 518
y9e Oyles sl i Slee (5955 6l lsziils g5lweslel azdIE B 5l G hgzasls (g5luaiailes

oo ®

ol 48,5 &yg0 (CCBY-NC 4.0) Lales b illas 331 oy ygos dllia ol L]l odi g5 4 Blaie dllie pl Ll Goi> ola VF.v © Dl 3> g jore



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0

\f"‘ JLw Lr)% e)Ls:: LJ}‘ 09>

FE @y ye (23 lapadls & ob Ui Coyle cnl A8 (2985 (2 5 (ol pelde ol p Giagh (egrie Coile ol o (SLL Al ye 5

laasls S o aST g0l slaai] 3 55 cadlis ¢ b luiliol culey Coonl p jeme a0l )3 (clayasli 515 38 45 uasdl b 5w bgoiils @l ysb 5 oanliv
) Olesmdils (Jad oo 5] Colen 5 0,08 slagbigel e Olae slapadls il e (lgzetils (sl Sl 5 Stiles e (silupnl 4 (gmtils 428
S0l Olass cudS Dbl g (Bhb slie Lgayle cpl 515 3 jei el loss &l g Sludl sladis dnwgs p eloinl g 63,8 A, slapali o md e 58 it

bS5 Ml ol olKisls 5

TR PR O A PRES

Slaal g 2,5 =2 omelas bl Hyeie

g azol> 0 lgmmiils (6,503l LB slas jgliws 55 el drol> ,o gzeiils ).ula Olgzails glas jsbws Sl 2> sl sl

cshmasdIg |8 51 ey 48 > JYE

s5el gloanT s (o Blad 5o lailiwl le, ksl ol Ohjeel 5o Blail g codlas o 50l las lailinl 5 Jgol cole,  jsme an] b slo asls

Obemails gl bg g al Solem e ilupald glojls 4 gul 5 S0 (bjsel Dl I gmails culs,  ay,m sl sl

658 sl g o eolyT bgariilo PN

SN 8k a vgys sl Ses s eonlS Gaisel Olismtils A e el @ S es S sl e ke slaasls
'le“é)"’ L5J.,<;.c L;"\“) 6‘].’ ubyc.....alo 6}L‘°°L‘T

Ay 8y eigel Sloas B g Sl glaass S 6 Sl ciigal Slaas &l Slusl sloasr § Caatd drwg g (38 A, sloasls

Obemiils eloixl g (60,8 sloaz!

(345 4o 9 Loy

3218 el asls go (295 (sl sl il ol da gy ol oDl oljT o8l 5 (o3j90] ot CdS (salS” clo sl o 3l Lt g3y (0l s
5 5 Slgeily (sladyglid b)) Jels joome (29 slopadls . elain] g (63,9 43) slaadls 5 je O )lee slaadls ppnish 405 slaadls opxe
slapasls sy 48T bga] sl )5 cudlas 5 (BUS] g ale sladliibinl Cole) p poome 8 (slapadli g uasddllfylé ) a2y 5 dmele )5 U
5 5 b ysieel 4 semme jlae slaails g (6,6 ool dloul g LT slajls 4 gl g Sy ¢ Bjgel OMolss I bgmrily culis, Jols ogmitils 450
g 55 et el gals Slosd ) 5 Conased dawgi p (olaizl g (63,8 13y slapasls g sl (olazs] Ghgmtily i el Coles
dloul dxals ;5 e Slyuss B 855l oo ;0B 1) (bl a8 wisn ola)] 3ge (5590l (sladoliy a5 sl olis 5 (Y-¥V) Aalaa et al Limgs o slgieds 5,8
sgyese Sl 1y el 55 52 (gl Capmd] 51 sl oyl o oMol S1jT ol 3 (AdlaE et Al 2021) 15,8 IS 4y oably (slobae 13 1, 355 (slacs,lgo 5 1S
(Largani & Mojtabazadeh, 2021) a8 o350 1y I8 13 (slasls g 203l 35 5l dnels cilisto cla e 1 ailgn ol8tily o) o Muascillg 1o

Ot gl b laadl cul oS00l slaan])b o cublad § (BT g ale slodlilil g Jgeol caley Jold cimgly cnl 53 s plulids jmmo a8 sl as i
(Dehnavieh et al., 2020) cuwl 63,5 18T o] clmolSsils > Blas g 3,lukiol bjge] (sl ksl slow) iy 48 5,l Slyen (Y+Y+) Dehnavieh et al
Heidari et ) ses o 05 (obj90] Gloss CutsS g jlodine; aSh cmd go Lial33l 1) (5590] a4 bgomiily slesel loisas o BM] 5 Lode (clad, bl cole,

S KaS el Slodd kS dguas 4 5o LSl ) 2 AT sl an g Ll glie g Capppe die 53 ol b oS ¢ oDl olj] olStils 5 (al., 2019

O

Copyright: © 2024 by the authors. Published under the terms and conditions of Creative Commons Attribution-NonCommercial 4.0 International (CC BY-NC 4.0) License.



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0

J%JW)JW}}J})AT‘\;J_}&JA

anis opl a5 el Gieghy nl 53 (Bigel Slass kS (sS lapasla 1S (S plsisar iedsel i b ol | pligmtih cold) 5 gnils 40
Shokrpour ) sls (bl 65551 ¢ luass 3,Shes 1 owitune 15l odjgel 4,555 5 bomtils cylis, oy )L 4 3,1 cillas (Y+YF) Shokrpour et al slaassl b
2 5 (Y-¥Y) Boroumand et al Limgs .9 o3l guwl LisMSio 4y g 39 S p3 b1 (elajls a8 5,1 sl bgsedily o oDl l3T olRtils ,5 (et al., 2024
(Boroumand et al., 2022) aisy seua |y (objeel Slods 51 b1 IS 4,505 Wl o a5 canl 03,8 08T bgomitsh 4 g, cules 5 (sloyolite loss il Coson]

silooslel 5 plgemdils b s ) Colen 62,08 (slagbjgel Jold & 292y ©)lae (slopasls simgly (wl 3 odd plulid (slosadls o inge 5 S
lolEiily 13 jemmacsyloe g (dos (slajbi90] g s a8 sl gusen (Y Y0) Hadian & Dalir-Naghadeh iagh goli b abl opl s o os (S5 ¢l Ul
03959 sly 1y U1 b 2Kl sl b0l & Wy5b el o 5 oMol I3 o8l bgoeiils 51 (s )buan (Hadian & Dalir-Naghadeh, 2025) sl 18T !
(Moshtari et al., 2023) sj9ely ol 4 1y p3¥ (clacs g 9 235" o3lal I8 5L

laedl b 2 (] 39y aels g0l lass ) g olan] o lae Cogl unaod dnwgs Joli ety ol o o1 plulis eloinl g 93,8 45, slaasls
Sy pliCdgius o daily (ol plsiear |y (U1 5 S a2 55 plgmiih (elatal 5 Sladl (glaaiz 4w ool ol (L5 &5 5> cvllas (Y- YY) Fathoni
o1 Jlul dngs g b0l lodd CuiS dgug 4 Bl o Lasls Cpl dadsly (53558 ¢ bgeiild 405 4 dngi b (oDl oljl ol&tils y> ((Fathoni, 2022) sules
(Teague, 2024) x5 oS

il Slosd cuiS oS sl oLis (V-VY) Ezzati et al iagh (Jle olgicds lo,S aST imgh ol o s slulid (slaasli Cuenl p 50 i cldllas
omized (Ezzati et al., 2023) sa8 Joli 3 1) (69,8 Ay slacusyd o (Jad Coles ¢ luass oyglie dile Sledd 5wl wpd sleie jI 51,8 L1 alKils )
355 5 55 1, 8 il s olsmdils celajly wlzy 45 Canl 03,8 15T 800 lods S iyl elbJde (295 ol 1 (Y+1A) Gharibi & Tabrizi ag}
(Gharibi & Tabrizi, 2018)

s y9ld 51 S0 p0 9 (Sl @olio o9 ¢y (sl )il Dgugs Ao 3L o 590l lotd S (la,] (gl oMl I3l oKl 48" 5> Ui e g o)
lacs yolis 5l oslitul pis g plie dgueS’ wiy pte cinds 1 Bb 1y ol 1 e (5jge] slaills oS 3l Slgen (V- YY) Jafari claasl b gols ool .l (5590l (99
Wl g cpgr slaeyalid (65,54 b laolKisly 15,1 sl 4bgsedsly 48 s> oL 5 (Y+YY) Farmad et al Liagh (b oue s .(Jafari, 2023) by o (objgel
(Farmad et al., 2022) sy sgu0 1y (590l Slosd CouiS o)ds (djgal Closs

33 oake L 5y a8 Gl (o3 (glayyad L 4y dorgi pskiune (oDl 1] o8l 5 508l loss i (ol a8 ol iS5 kg opl (claal (ggesme y
Sloss CeaS b)) gele slaie (sl 5 (298 S0 g2 g 0391 guad (g Dlalllas L by ] 0l (BT (Gld s dnangs 5 o Codgo (lgzetily 428
)b ST bl

Eltl & olid 5 2ieban (¢S eged gy Jl el > @ S Lo dgama as Vgl oy anlge lacudgizes bl sladl 3925 b iag ool
coiad Sl myesi B o) cloolSiils il el |y boaibly ol Sias oMl o151 oSl 1 g3 5 po3 deilh S 3gmo |y gl o pdymsans sl Sias syl
DS B ERSES b g Sdmgly (Slacs g g iy b Cod Cusl (Ko 4l b lodas slaaplas by jl edlit]

Al Cnd & ¢ el gl 39 ploul cilisee  luasd sladi) g ablio )3 g oyl (slaolSiily plo y3 (aolie clidss oS 368 0 St o 51 (clayimoiy (slp
gl 55l Ly S K se] Slass oS cla a3l ) g imes S0 4y Wlgie il i g0 cloodls ol & oS 5 (sla by, 5l odlisel e psiman

el ST st sl @late Slogage 1503 5l 55 (Bigel Slasd S 3 (cjgel IS Slacusliw 1B 5 (cdjgel 5

oo ®

ol 48,5 &yg0 (CCBY-NC 4.0) Lales b illas 331 oy ygos dllia ol L]l odi g5 4 Blaie dllie pl Ll Goi> ola VF.v © Dl 3> g jore



http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0

\f"‘ JLw Lr)l@e e)Ls:: Ld}‘ 09>

Col 638 objgel (sl gl S oS g0l lodd CudS dgmy sladeliy (clal g (b > oDl ST oKl e 4 Kl e imos ol @ls

g Glas ypte (laylidle sl (uiomen . )l 1) 55ge] lotd b Klgi o 45 Canl age Slolidl alas 5 il mels lasd )l 5 Jid clacoles

A S8 T ass CudBge g o gudild 4,50 dgaps 4 Blg3 o bl (63,8 (clajls 4 dvgi g pgh (9el (slasyglid ) edliul sl

d‘b)ﬁ 9 ’S-M-\J&“

23,5 g0 (1335 9 Sts Wl )b Lo a4 gl ol Jolpe (b 3 &5 Sl oles ]

35 iyl Sy Ui S ool i ol 3,5 5

&le (o)l

D)l 292 g (28lio 3L WS b sl dalllas plodil 4o

S colos

ol @3l Jlo pols imgsy oyl

@M&‘ ‘}1)"9-0
sl oS cyley (S Jsol 5 cnjlae (olod Simgss cnl el )

Extended Summary

Introduction

The quality of educational services is a critical aspect of higher education institutions, influencing both academic outcomes
and the broader societal impact of graduates. With the rapid expansion of higher education globally, the need for a
comprehensive evaluation of service quality has become more pronounced. Islamic Azad University (IAU), one of Iran’s largest
private universities, offers a vast array of educational programs and serves a large and diverse student body. Evaluating the
quality of educational services at AU is crucial for enhancing its reputation and ensuring that it meets the educational needs
of its students, preparing them for professional success and social engagement. Previous studies have emphasized the
importance of understanding various dimensions of educational quality, including teaching effectiveness, learning outcomes,
and student satisfaction (Aalaa et al., 2021). The concept of educational service quality has been widely discussed in both global
and Iranian contexts, with several studies focusing on the factors that influence student satisfaction and learning outcomes
(Ezzati et al., 2023; Fathoni, 2022). However, specific studies on the quality of educational services at Islamic Azad University
are limited. This research fills this gap by exploring the key indicators of service quality through a qualitative approach,

allowing for an in-depth understanding of the various factors that contribute to or hinder the quality of education at IAU. This
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research aims to identify the key indicators of educational service quality at IAU, contributing to the growing body of literature
on educational quality in higher education institutions.

Methods and Materials

This study followed a qualitative research design using semi-structured interviews to gather rich, detailed data from
participants. The research was conducted with faculty members of Islamic Azad University who have managerial or research
experience in the field of educational quality. The selection of participants was carried out through purposive sampling,
focusing on individuals who could provide valuable insights into the challenges and opportunities related to educational service
quality at IAU. Data collection was conducted through a series of semi-structured interviews, which allowed for flexibility in
exploring the perspectives of participants while maintaining consistency across interviews.

The data analysis process involved thematic analysis, where responses were coded and categorized into themes that represent
the key aspects of educational service quality. The analysis was performed using NVivo software, which facilitated the
organization and interpretation of the data. Theoretical saturation was reached with five participants, indicating that no new
significant insights were emerging from the data. This suggests that the sample size was sufficient to provide a comprehensive
understanding of the research topic.

Findings

The data analysis revealed five key dimensions of educational service quality at Islamic Azad University: outcome-based
indicators, process-based indicators, student experience indicators, skill-based indicators, and personal and social
growth indicators.

1. Outcome-based Indicators: This dimension focuses on the tangible outcomes of education, such as the academic
achievements of students and their subsequent success in the professional world. Participants emphasized the
importance of student performance in final assessments, graduation rates, and the alignment of academic programs
with the needs of the labor market. The ability of students to secure employment and their impact on society were also
seen as indicators of the quality of education provided.

2. Process-based Indicators: The quality of the processes involved in education was highlighted as a crucial factor in
determining service quality. This includes adherence to academic standards, transparency in the evaluation of students,
and the implementation of ethical practices in teaching. Faculty members stressed the importance of having clear
guidelines for teaching and assessment, as well as ensuring that students have access to up-to-date learning materials
and resources.

3. Student Experience Indicators: The participants noted that student satisfaction and their overall experience within
the university are critical to assessing service quality. This dimension includes factors such as student engagement,
the responsiveness of faculty and administrative staff to student needs, and the availability of support services.
Creating an intellectually stimulating environment and providing avenues for student participation in extracurricular
activities were seen as essential to fostering a positive educational experience.

4. Skill-based Indicators: The emphasis on practical skills and career readiness emerged as another key indicator of
educational quality. Participants discussed the importance of integrating real-world applications into the curriculum,
providing hands-on learning opportunities, and supporting students in their career development. Internship programs,
career counseling, and opportunities for students to engage with professionals in their field were highlighted as

important aspects of skill development.
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5. Personal and Social Growth Indicators: Lastly, the development of students’ personal and social skills was
recognized as an important aspect of educational service quality. This dimension includes the fostering of critical
thinking, ethical decision-making, and social responsibility. Faculty members emphasized the need for universities to
cultivate well-rounded individuals who are not only academically competent but also socially responsible and capable
of contributing positively to their communities.

Discussion and Conclusion

The findings of this study highlight the multifaceted nature of educational service quality, emphasizing that it goes beyond
academic outcomes to include a broad range of factors related to student experience, skill development, and personal growth.
By identifying these five key dimensions, this research provides a comprehensive framework for evaluating the quality of
education at Islamic Azad University. The study suggests that a holistic approach to improving educational services, one that
encompasses both academic and non-academic aspects, is essential for enhancing the overall quality of education provided to
students.

The emphasis on outcome-based indicators reflects the importance of aligning academic programs with the needs of the
labor market and ensuring that students are equipped with the knowledge and skills necessary for success after graduation. The
process-based indicators highlight the role of clear and transparent processes in maintaining high educational standards and
promoting fairness in the evaluation of students. Additionally, the student experience indicators suggest that universities must
focus on providing an engaging and supportive environment that fosters student satisfaction and academic success.

The skill-based indicators emphasize the need for practical training and career support, which are crucial for preparing
students for the workforce. Finally, the personal and social growth indicators underscore the role of higher education in shaping
individuals who are not only knowledgeable but also ethical and socially responsible. These findings are consistent with
previous studies that have highlighted the importance of integrating academic and non-academic dimensions into the evaluation
of educational quality.

In conclusion, the study reveals that improving the quality of educational services at Islamic Azad University requires a
comprehensive approach that takes into account various factors influencing student success. By focusing on the key indicators
identified in this study, university administrators can develop targeted strategies to enhance the quality of education and better
meet the needs of students and society. This research contributes to the ongoing discussion of educational service quality in

higher education and provides valuable insights for policy makers, educators, and administrators.
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