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ABSTRACT

The Role of Service Quality on Reinforcement Customer
Orientation Impact on Satisfaction in Private

Jordanian Universities

Prepared by:
Rawan Munir Kaddoura

Supervised by:
Dr. Laith AL-Rubaiee

The purpose of this study is to aimed to identify the relationship between the
university students orientation, educational services quality and satisfaction of
graduate students at private universities in Jordan. The universities were included in
this research is Middle East University, Amman Arab University and the Jadara
University which thay are specialized in graduate studies.

The statistical analysis where adopted with the statistical program SPSS and
use a number of statistical tools and methods, Such as simple and multi regression
analysis , Path Analysis , using OMQOS 7 program.

The validity and reliability has been verified of the survey and make sure the
internal consistency of all the standards-based for the study. The statistical analysis
result have shown an middle direction for the universities to students, also the study
indicated a relatively simply high in the educational services quality (educational
quality, supervision quality) , which in turn reflected on the failure to achieve a
high satisfaction for the students. The results of statistical analysis also showed the
moral influence for the university directions for students on all the education
quality , the supervision quality and students satisfaction, in addition the study
assured the moral influence of the perceived educational services quality , on both
dimensions educational quality and supervision quality on student satisfaction. The
study endorsed the effective role for education service quality as a mediator to build
up impact the orientation of the university to students satisfaction.

The study was completed with some recommendations for private
universities in Jordan, and for researchers in this field.
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