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Abstract: Previous research on measuring the service quality presents alternative
assessment instruments of SERVQUAL by customizing the generic indicators of service
quality to sector-specific features for various service markets. EduQUAL is the specific
method of SERVQUAL assessment for measuring the service quality of educational
services. This study contributes to the EduQUAL literature by extending with a new
dimension covering the quality assessment of the core educational services with
empirical evidence generated in 2019 over the secondary-school students of private
schools operating in Turkey. Therefore, the current study aims to extend the EduQUAL
assessment of the private chain schools and aims to which of these successful schools'
service quality indicators predict student satisfaction and student loyalty. The study's
data represents 305 students' perceptions of a private school operating in Turkey with
more than 100 branches. The factor analysis results yield a new dimension related to
core educational services. The regression analyses' results reveal that the core
educational services predict only student satisfaction with other service quality
indicators. Empathy-related services at schools are the most significant indicators of the
EduQUAL both on student satisfaction and student loyalty.
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1. Introduction
World Bank attributes the private schools as a social business model that aims to deliver value and
provide up-to-date education facility, information, and communication technologies (ICT) based modern
systems to the children of low-income families for the inclusive development (Tinsley & Agapitova, 2018).
Either their family is poor or not, all children have right to have a good quality of education even if it is a
costly opportunity. On the other hand, private schools are searching for leveraging their economies of scale
by improving their quality of services (Senol & Dagli, 2017; Molnar, 2018). However, the parents' investment
tendencies on better education options in a national context transform the national education system to a
distinct business opportunity, the private school industry. Due to that reason, apart from the private school
model of the World Bank, entrepreneurs in developing economies like Turkey find out private schools as a
new business model, similar to franchising systems.
More than 20 thousand private schools in Turkey serve a total of 3.4 million students, and half of
them serve for primary and secondary education, with 178 thousand teachers (Ozturk, 2018). The average
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annual private school fees in Turkey are 2,500-USD. The annual fees of private schools with influential brands
are up to 20,000-USD, the volume of the private school market except higher education institutions is
approximately around 3 billion USD (Ozturk, 2018). Though the number of private schools in Turkey is
gigantic, investors keep investing like a franchisee for the new branches of private schools. In addition to the
parents' wills on their children for better education, business people transform the education system into a
competitive service business. Because school managers become financially limited with the parents' tuition
fees, they struggle to improve the service quality, which will result in achieving a sustainable competitive
position. Therefore, this study aims to shed some light on school managers' decision problems on which of
the quality indicators for private schools are essential for their students?
In Turkey, most private school incomes are based on tuition fees, mostly from middle and highincome families. Compared with Turkey's GDP, the tuition fees of private schools are relatively higher than
the "Low-Cost Private Schooling Model" of the World Bank. The private schools' tuition fees vary due to either
the competitive conditions at their locations or the differentiation strategies of managers. In line with the
"Reaching the Last Mile (2018)" report of the World Bank, the private school managers strive to formulate
and implement strategies to differentiate their corporate brands by providing extra or better services to stay
competitive in the education market. Thus, the quality of education seems to depend on the enrichment of
these schools' differentiated services. On the other hand, private schools search for excellence and quality
improvement in addition to the non-educational services to the students and their parents and their core
education services.
Despite these facts, the number of private schools is still an increase. It is not surprising that, rather
than having a single campus, many private schools with strong brands establish new branches or campuses
throughout the country. In this study, we refer to them as Private Chain Schools (PCS). PCS refers to private
schools with more than one campus or branches in a country similar to a franchising system. While different
individual investors own most of their branches, the brand's founders mostly administer a few PCS . In this
sense, especially managing non-educational services quality of PCS becomes essential for managers willing
to secure their corporate brands, enlarge their revenues, or penetrate new locations.
According to the best of our knowledge, the literature lacks evidence on measuring the PCS service
quality. Moreover, it provides mostly evidence from the higher education level (e.g. Annamdevula &
Bellamkonda, 2016; Latif et al., 2019). The evidence of EduQUAL, as an assessment instrument of educational
services, within a secondary school context, remains somewhat limited (i.e. Ramseook-Munhurrun &
Nundlall, 2013; Senol & Dagli, 2016). Though the studies with EduQUAL present validations of
multidimensional theoretical structures, we questioned if the multidimensional theoretical structure of
EduQUAL needs customization for private education. Therewithal, we aim to advance the study by examining
the influences of the EduQUAL dimensions on their students' attitudes at private secondary schools.
2. Student Satisfaction and Student Loyalty
The tuition fees parents pay to private schools promote the values of the differentiated services
offered. The excellence in services is the key to the competitive advantage because the service quality
predicts repurchasing the same services and recommending them (Berry et al., 1994). Hence, understanding
the predictors of student satisfaction and student loyalty is essential for school managers (Najib et al., 2011;
Annamdevula & Bellamkonda, 2016). Moreover, PCS managers consider students as customers (Elliot &
Healy, 2001).
Student loyalty and student satisfaction are processes in which the learning environment is
accompanied by academic success (Lo, 2010) and facilities. Significantly, the private schools' physical facilities
influence generating student satisfaction (Mansori et al., 2014). To Sultana & Momen (2017); the factors
affecting student loyalty and student satisfaction are "academic issues, economic consideration,
infrastructure and image, and prestige". The equipment, the visual aids, the teaching methods, and the
modern infrastructure regarding service quality are substantial components for student loyalty and student
satisfaction (Shekarchizadeh et al., 2011). For instance, if a teaching process within the academic issues does
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not meet students' expectations, it has difficulties generating student satisfaction. That also reduces the level
of student loyalty (Harsasi & Sutawijaya, 2018).
Since loyalty means a degree of commitment during a period (Oliver, 1999), students' loyalty refers
to the intention of belonging and recommendation. Because such students increase the quality of teaching
with active participation and recommendations (Helgesen & Nesset, 2007), students' loyalty can appear in
several activities, especially after graduation loyalty becomes obvious. Such as; alumni association, annual
meetings, and financial supports. These activities appear to be related to the school's perceived prestige
(Osayawe Ehigie & Taylor, 2009). Researches reveal that loyalty and satisfaction have strong associations (Yu
& Dean, 2001; Hennig-Thurau et al., 2001; Ali et al., 2016). In this study, the student satisfaction construct
includes "the student's perception towards administrators' experience, quality of education, teacher quality,
foreign language education, physical facilities, empathy." As for student loyalty construct includes items; If I
have the chance to choose by my own decision, I would choose my own school again, I feel I belong to my
school, in the future I would like to enroll my child to my school in the future, I am delighted I belong to this
school, I would also recommend my school to my peers, I would recommend my school to adults who ask
me if I am happy at my school.
3. Service Quality Assessment and Private Secondary Schools
There is a wide range of service quality assessment methods in literature; SERVQUAL of Parasuraman
et al. (1985) and SERVPERF of Cronin & Taylor (1994) are ahead of the others. The SERVQUAL (Parasuraman
et al., 1991) has a generic and multidimensionality theoretical construct for many service settings. Its
dimensions range from five to eight. Nevertheless, because the meaning of service is diversified to service
type, the measurement seems to be more critical for service quality. The relevant research indicates that the
SERVQUAL dimensions have difficulty covering all services provided (Mahapatra & Khan 2007; RamseookMunhurrun et al., 2013; Senol & Dagli, 2016; Latif et al., 2019) that results in insufficiency for measuring
(Carman, 1990). Despite the concerns about SERVQUAL, the highlights in the literature exhibit that
SERVQUAL is adaptable to measure a relevant service quality (Carman, 1990; Cronin & Taylor, 1992; Ladhari,
2008; Bazzera & Gomes, 2016; Sari et al., 2016; Latif et al., 2019). For instance, the EduQUAL for service
quality at education (Mahapatra & Khan 2007), the AIRQUAL for airport service quality (Bazzera & Gomes,
2016), the MSQD for the service quality at yacht-marinas (Sari et al. 2016), the HEALTHQUAL for the healthcare services (Lee, 2017) or the MEQUAL for the service quality of management education (Verma & Prasad,
2017).
Since service quality in education catches researcher's eye (Shank et al., 1996; Owlia & Aspinwall,
1996; Joseph & Joseph, 1997, Chong & Ahmed, 2012), a limited number of studies (Mahapatra & Khan 2007,
Ramseook-Munhurrun et al., 2013; Senol & Dagli, 2016; Latif et al., 2019) present evidence from secondary
education services, mostly from the university (e.g., Annamdevula & Bellamkonda, 2016; Latif et al., 2019).
EduQUAL, as the theoretically validated assessment instrument of educational services, supports decisionmakers' quality improvement strategies by providing fact-based inputs to improve the quality of both the
educational services and on-campus services regarding the non-educational operations (Menon, 2015;
Marimon et al., 2019). Mahapatra & Khan (2007) introduced EduQUAL with five dimensions (learning
outcomes, responsiveness, physical facilities, personality development, and academics) to measure
educational quality by adapting SERVQUAL. Ramseook-Munhurrun et al. (2013) studied educators'
perceptions of service quality of state-schools with SERVQUAL. They produce five dimensions (school
facilities, reliability, responsiveness, empathy, and assurance-discipline). Latif et al. (2019) reveal six
dimensions with HiEduQual (teacher quality, administrative services, knowledge services, activities,
continuous improvement, and leadership quality), Senol & Dagli (2016) present seven dimensions from the
perceptions of students (teaching staff, school activities, testing and evaluation, school achievement, school
administration, school physical environment, school guidance, and counseling). Though the studies with
EduQUAL present validations of multidimensional theoretical structures, we question if it needs
customization for private education. Therewithal, we aim to advance the study by examining the influences
of the EduQUAL dimensions on students' attitudes at private secondary schools.
Business and Economics Research Journal, 12(1):145-155, 2021

147

Service Quality in Private Secondary Schools: Extension to EduQUAL with a case from Turkey

As with the problems on the refinement and reassessment of SERVQUAL, and despite its
multidimensional theoretical structure, the number and names of dimensions vary in each of the EduQUAL
research. Surprisingly, a dimension regarding and considering core educational services are missing in
previous studies. Then, core educational services are supposed to be associated with fundamental issues of
being a school like; education given by the school is updated, course content meets my learning need, what
we learned to prepare us for future exams and exams are the subjects that are taught in lessons. Due to the
measures of service quality expected to be service-specific and the enormous volume of the sector, we aim
to adapt EduQUAL to cover the specific services PCS provides. Besides, the literature as yet has not examined
measuring the service quality blended with PCS context. Accordingly, the private secondary schools and the
tuition-free state schools may excel their service quality with a more specific and advanced version of the
EduQUAL to continuously improve the quality of education and attract more students with high
qualifications. Therefore, based on our systematic literature review, while we borrow the method of the
EduQUAL and adapt it to the PCS context, we try to cover the missing aspects regarding services related to
education. Secondly, we incorporated new aspects into the measures not just from the EduQUAL, but also
from the SERVQUAL. Finally, we end the systematic literature review of our study to answer the two
questions as below:
1) Does the EduQUAL of PCS have a multidimensional structure, including core educational
services?
2) Do the EduQUAL dimensions of PCS services affect student loyalty and student satisfaction?
4. Method
4.1. Research Design and Purpose
The purpose of the current study is to extend the EduQUAL assessment of the private chain schools
and figure out which of these successful schools' service quality indicators predict student satisfaction and
student loyalty. Therefore, to cover the educational services in PCS, we first examined the documents like
organization standards of private schools, directives of a secondary school within a national education system
that shape private school services in 2018. Secondly, we have made observations that allow us to produce
additional items related to services by revealing significant differences in the PCS environment. Finally, we
reached 72 items by reviewing the measures and/or items that can be included in the questionnaire, not just
with side-visits but also with a systematic literature review to measure service quality in the year 2019. The
study scales are all in the 5 graded Likert-type, where 1 indicates strongly disagree, and 5 strongly agree.
4.2. Data Analysis
To reduce a large number of education quality variables into a smaller set of education quality
variables and also in order to establish the underlying dimensions between existing EduQUAL construct and
latent service dimensions (Tabachnick & Fidell, 2007), we run the factor analysis. Besides, for predicting
respectively the student satisfaction and student loyalty based on EduQUAL dimensions associated with
respectively the student satisfaction and student loyalty (Büyüköztürk, 2007), we run the multiple regression
analysis.
4.3. Research Sample
Among more than 10 thousand private secondary schools in Turkey (Ministry of Education, 2019),
we aimed to acquire a convenient sample from students over three private secondary schools of a PCS in
2019. The facts that the school's senior management is open to the research on the quality issues and wants
to take the research results as an input for improving their educational services were the reasons. The
convenience sampling method relies on the data collection process from the related population members
who are conveniently available. Business studies can be applied to gain initial primary data related to
prospective customers' opinions with a new design of a product (Saunders, Lewis, & Thornhill, 2012). Thanks
to the chain private schools' administration, they surveyed 309 students to reach half of their three schools'
population within their PCS. Finally, 305 questionnaires were complete. Accordingly, 98% of valid
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questionnaires represent about half of these three schools' population in a PCS. The demographics based on
frequency distributions and percentages are in Table 1.
Table 1. Demographics of the Participants

Gender

Age

Class

Man
Woman
14-16
13
11-12
Class of 6
Class of 7
Class of 8

%
44
55
21
34
44
48
33
18

N (305)
138
167
69
103
133
146
102
57

5. Findings and Results
5.1. Factor Analysis
We have applied two separate factor analyses for the educational service quality variables, and the
latter is for the dependent variables. To uncover the dimensions of EduQUAL in PCS, we conduct exploratory
factor analysis with 71 items. After several attempts with the data reduction procedure of SPSS with the cut
point eigenvalue of 1 and Varimax rotation, the data reduction of EduQUAL variables resulted in five
dimensions with 21 items. The five-factor solution of EduQUAL with individual items, their resources, factor
loadings, and reliability scores are all in Table.2. In the latter factor analysis regarding the independent
variables, we submitted the respective data to the Principal Component Analysis (PCA) procedure. The results
of PCA with varimax rotation were as expected. The resources of the items of student loyalty and student
satisfaction and their respective factor loadings are in Table 3. Unlike the previous research on EduQUAL, the
dimension of core educational services emerged as a component of the service quality of education. The
items of all the resulted variables, the sources of each item, and each item's respective factor loading score
are in Table 2 and Table 3.
Table 2. Factor Analysis of EduQUAL*
Items

Source
Support Facilities (0.862)
School laboratories are well-lit, modern Hasan et. al. (2008), Ramseookand well equipped.
Munhurrun et al. (2010)
Hasan et al. (2008), RamseookSchool computer laboratories are well
Munhurrun et al. (2010), Annamdevula &
equipped
Bellamkonda (2016)
The school building and the conference
room have an excellent infrastructure.
Sangeeta et al. (2004)
Sangeeta et al. (2004), RamseookSchool has excellent infrastructure for
Munhurrun et al. (2010), Annamdevula &
sports and games
Bellamkonda (2016)
The school has an excellent infrastructure
for cultural events and festival
Sangeeta et al. (2004)
organizations.
Social Activities (0.826)
The school has satisfactory scientific
Kwan & Ng (1999), De Jager &
activities for students
Gbadamosi (2010)
Sports / competition organizations are
Kwan & Ng (1999), De Jager &
satisfactory
Gbadamosi (2010)
Art / music organizations are satisfactory Kwan & Ng (1999)
The visits/cultural activities of the school Kwan & Ng (1999), Annamdevula &
for students are satisfactory
Bellamkonda (2016)
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2

3

4

5

0.740
0.731
0.711
0.695

0.618

0.779
0.775
0.721
0.705
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Table 2. Factor Analysis of EduQUAL* (Continued)
Core Education (0.781)
What we learned prepares us for future
New item generated
exams
The education given by the school is
Hasan et. al. (2008)
updated
Exams are the subjects that are taught in
New item generated
lessons
The course content meets our learning
Abdullah (2006)
needs.
Empathy (0.797)
Easily access to health services in school Abdullah (2006), Sweis (2016)
Abdullah (2006), De Jager & Gbadamosi
Teachers approach students with care
(2010), Yousapronpaiboon (2014), Chui
et al. (2016)
Advisor teachers help the students in the Owlia & Aspinwall (1996), Sangeeta et al.
process of adaptation to school.
(2004), Abdullah (2006),
Yousapronpaiboon (2014)
We feel safe in the school campus
Abdullah (2006)

0.753
0.734
0.694
0.671
0.656
0.646

0.603
0.555

Teachers in the school become examples
for the students in terms of manners,
Sangeeta et al. (2004), Hasan et al. (2008)
culture and similar elements
Physical Environment (0.722)
Warming of classes in school is ideally
Shank et al. (1996), Owlia & Aspinwall
provided
(1996)
The dining hall offers a variety of good
Shank et al. (1996), Abdullah (2006), De
quality meals at the appropriate times.
Jager & Gbadamosi (2010)
The places where the breath is spent in
Shank et al. (1996), Owlia & Aspinwall
the school are clean and tidy
(1996), Abdullah (2006)
*The Bartlett test of sphericity is significant (x2=2,654.825). Kaiser-Meyer-Olkin is 0.918.

0.535

0.764
0.692
0.520

The Alpha scores of each dimension are given in parentheses next to the dimension name in Table 2,
Table 3, Table 4. The Cronbach's Alpha scores provide that each of the study measures is above the expected
0.70 by showing the reliability of each dimension. For the independent variable service quality, each of the
dimensions starting with support facilities contains five items, social activities with four items, core education
services with four items, empathy with five items, and physical Environment with three items, total 21 items.
Table 3. Factor Analysis of Dependent Variables
Items

Source

1

2

Student's Loyalty (0.869)
If I have the chance to choose by my own decision, I would again

Hasan et. al. (2008)

I feel I belong to my school
In the future I would like to enroll my child to my school
I am very happy I belong to this school
I would also recommend my school to my peers

New item generated
New item generated
Hasan et. al. (2008)
New item generated

0.841
0.826
0.822
0.794
0.744

I would recommend my school to adults who ask me if I am happy at New item generated
0.704
my school
Items
Source
1
Student’s Satisfaction (0.933)
Experience of administrators
Abdullah (2006)
Quality of education
Hasan et. al. (2008)
Teacher quality
Annamdevula & Bellamkonda (2016), Latif et al. (2019)
Foreign language education
New item generated
Physical facilities of the school
Sangeeta et al. (2004), Abdullah (2006), Hasan et. al.
(2008)
Empathy
New item generated
*The Bartlett test of sphericity is significant (X2 = 2,442.927, p, 0.000). Kaiser-Meyer-Olkin is 0.930.
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5.2. Descriptive Statistics and Correlations
We also calculated means, standard deviations, in addition to the Cronbach Alpha scores. The
correlation scores between each of the EduQUAL dimensions are all significant as in Table 4. The one-to-one
correlation of each of the EduQUAL dimensions with student loyalty and student satisfaction is ceteris paribus
significant.
Table 4. Descriptive Statistics and Correlation Matrix
Variables
1-Satisfaction
2-Loyalty
3-Empathy
4-Social Activities
5-Support facilities
6-Physical Environment
7-Core Education

Mean
3.88
3.32
3.90
3.27
3.35
3.12
4.38

S.D.
1.03
1.30
1.01
1.28
1.20
1.,22
0.79

Alpha
0.933
0.869
0.797
0.826
0.862
0.722
0.781

1
1
0.719
0.757
0.569
0.687
0.595
0.591

2

3

4

5

6

7

1
0.604
0.508
0.585
0.489
0.451

1
0.519
0.605
0.610
0.615

1
0.650
0.500
0.405

1
0.585
0.452

1
0.491

1

All correlations are significant 0.01 level.

5.3. Multiple Regression Analysis
After the data reduction procedure with the SPSS 22 statistical program, to investigate the effects of
service quality dimensions on student satisfaction and student loyalty, we applied two separate multiple
regression analysis to answer the second question.
After the data was transferred to the statistical package program, the normality assumption, which
was considered a prerequisite for passing the multiple regression analysis, was examined. In this context, the
preliminary preparation of the data has been made. The values in the ±1 interval concluded that the data
were suitable for normal distribution. The scatter diagram matrix was examined for the multivariate
normality assumption. Since the analyzed distributions were obtained in ellipses, it was concluded that the
multivariate normality assumption was also met. When we look at the correlation values between
independent variables (See Table 4), there is no multiple correlation problem. Nevertheless, whether the
independent variables constitute a multiple correlation problem was determined by looking at the tolerance
and VIF values as in Table 5.
Table 5. Collinearity Statistics
Variables
Empathy
Social Activities
Support Facilities
Physical Environment
Core Education

Collinearity Statistics
Student Satisfaction
Tolerance
VIF
0.434
0.540
0.453
0.523
0.599

2.303
1.851
2.208
1.913
1.669

Collinearity Statistics
Student Loyalty
Tolerance
VIF
0.433
0.541
0.452
0.521
0.598

2.312
1.848
2.214
1.919
1.672

In this context, tolerance values were calculated as in Table 5. The fact that these tolerance values
are higher than >0.10 has shown no multicolliniearity problem. Besides, the variables in terms of calculated
VIF values are less than 3, it is seen that there is no multicollinearity problem (Tabachnick & Fidell, 2007).
Kurtosis and skewness values were examined for the one-way normality assumption.
We regressed the five EduQUAL dimensions on student satisfaction to examine if educational service
quality predicts student satisfaction. The multiple regression analysis results reveal that only the three of the
EduQUAL dimensions can predict student satisfaction with R2=0.667 in Table 6. The regression model is
significant with the value of F=124.776 at p<0.000 level, and the results, t-values of beta coefficients are
significant only at empathy, support facilities, and core education as in Table 6
Business and Economics Research Journal, 12(1):145-155, 2021
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Table 6. The Effects of EduQUAL Dimensions on Student Satisfaction
EduQUAL Dimensions
Empathy
Social Activities
Support Facilities
Physical Environment
Core Education
F=124.776**
R2= 0.667

Beta
0.420
0.082
0.282
0.055
0.147

t
8,395
1,820
5,764
1,209
3,447

Sig.
0.000*
0.070
0.000*
0.227
0.001*

The multiple regression analysis results to investigate the effects of service quality dimensions on
students’ loyalty are in Table 7. The regression model is significant with the value F=51.048 (p<0.000), and R 2
is 0.461. The results reveal that empathy, social activities, and support facilities have siginificant combined
effects on student loyalty.
Table 7. The Effects of EduQUAL Dimensions on Student Loyalty
EduQUAL Dimensions
Empathy
Social Activities
Support Facilities
Physical Environment
Core Education
F= 51.048
R2= 0.461

Beta
0.326
0.135
0.246
0.040
0.067

t
5,045
2,336
3,890
0.675
1,212

Sig.
0.000*
0.020*
0.000*
0.500
0.227

5.4. Results
The exploratory factor analysis yielded five dimensions. The solutions of the factor analysis reveal the
multidimensionality of service quality indicators in the PCS context. On the other hand, the statistical findings
show that "core educational services" are one of the integral dimensions of educational services different from
the previous research about EduQUAL. We have reached a five-dimensional solution with 21 items, including the
core educational services. The findings answer the first question of this study in the context of the research
sample.
Before answering the second question, we aimed to uncover one to one relations of the research
variables. As to the Pearson correlation statistics results, the ceteris paribus relations of each EduQUAL dimensions
with both the student satisfaction and the student loyalty are all significant. However, while the effects of all
EduQUAL dimensions on student satisfaction present that the core educational services and empathy and support
facilities have statistically significant and joint effects on student satisfaction, the other two dimensions' effects
remained insignificant. Findings on predicting students' loyalty to their schools differed from their satisfaction
over the schools' services because the student loyalty is dependent on only the combined effects of empathy,
social activities, and support facilities of EduQUAL. To sum up, multiple regression analysis results put forward
solutions to the second question, as it partially predicts with only three of the five EduQUAL dimensions.

6. Conclusion
Considering that PCS is in the increase for better education, there arouses a need to measure noneducational and core educational services and their effects on student satisfaction and student loyalty. We
achieved our aim by obtaining tailored measures of specific services within a PCS. Accordingly, the current
study's main contribution after the exploratory factor analysis is to extend a missing quality indicator in the
EduQUAL structure. The core educational services surfaced as one of the perceived services and the other
specific services in contexts of PCS.
The EduQUAL dimensions that yielded with the study are "empathy", "social activities", "support
facilities", "physical environment", and "core education". The empathy dimension refers to how the student's
access to health services, how the teachers approach students with care, helps students adapt. It regards
152
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feeling safe in school, how the teachers become good examples for the students in terms of manners, culture,
and similar elements. The dimension of Social Activities is related to social activities organized by the school
like scientific activities for students, the school's sightseeing for the students and the cultural activities,
sports/competition organizations, arts/music organizations. Support facilities comprise the infrastructures
that meet school needs like building and the conference room, sports and games, cultural events and festival
organizations, school laboratories, and school computer laboratories. Physical Environment regards the
physical assets such as providing the warming of classes ideally, offering a variety of good quality meals at
suitable times in the dining hall, and the school's places are clean and tidy. Core Education refers to the
perceived quality degree of the educational services, including the quality of the courses and curricula.
Moreover, we examined if the EduQUAL dimensions predict student satisfaction and student loyalty
or not. The results reveal that for the PCS managers, to focus on meeting the standards and exceeding them
with both educational and non-educational services is vital for the sustainability of their PCS. Due to PCS's
tuition fee system, understanding the EduQUAL dimensions is vital for PCS for the enrollment and the for reenroll sustainability.
The assessment of service quality through the students' perceptions has a significant role in quality
improvement in PCS. Therefore, the PCS managers may need to consider the study's findings as to make
progress on quality not only with core education but also with non-educational services. We do not claim
that the findings of the field research are generalizable. However, the findings shed some light not just for
administrators of the private schools but also for the state schools, on which of the quality aspects they can
attach importance in order to influence student satisfaction and loyalty. Among the other EduQUAL
dimensions, the current study reveals that social activities that PCS organize for their students have apparent
effects on creating and sustaining student loyalty besides to empathy and support facilities dimensions of
EduQUAL.
This study shows that the PCS managers may monitor how the EduQUAL dimensions affect
educational services that may positively impact students and indirectly on their parents, including the people
at their close affairs. Considering that alumni are one of the important funding sources of well-known
educational institutions, the decision-makers of state schools may consider investing in support facilities,
enhancing empathy, and organizing social activities to create student loyalty for their schools' wealth in the
future. Recalling the UN's Green Mile Report (Tinsley & Agapitova, 2018), if the school managers may pay
specific attention to improve the core educational services and organize social activities, they may likely
gather donations from their graduates.
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