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Examination of service quality from expert’s view in primary school
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ABSTRACT

Servqual is a standard model to measure customers’ perception regarding service quality and the
Analytic Network Process (ANP) is one of the multiple criteria decision-making (MCDM) techniques to
perform pair wise comparisons. As the high importance degree of education in primary schools, the core
objective of this research was to investigate the weights of service quality in them from the view of
experts. Result of ANP calculations showed that guaranty dimension with a rate about 0.379, which was
obtained through the limit super matrix, was the most outstanding amongst the other Servqual five
dimensions. This is their welfare level be improved by decision makers via long run planning.
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