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Introduction

Today, most of the definitions of service quality are
based on customer-centricity. Service quality has
been studied in the field of management for years.
Because the market is increasingly competitive,
marketing management has changed its focus from
internal performance to external benefits such as
customer satisfaction and customer perception of
service quality. The customer's expectation of the
service can be related to a wide range of factors such
as previous experience, personal needs and the
experience of other people. This can lead to a gap
between customer expectations and perceptions of
service quality (Akhlagi et al., 2012). This created
gap in the management literature is called the quality
gap.

The quality of education is a multi-dimensional
concept related to the educational status, educational
system, mission, conditions and standards of the
education system. Quantitative expansion of the
educational system without considering quality
development will bring harmful consequences.
Today, the most important concern of a country
education system is to create a condition for the
growth and excellence of intellectual capital in a
knowledge-oriented society. In order for all social
groups to be able to participate effectively in such a
society, they must get involved in continuous
learning, creativity, innovation, and active and
constructive in social affairs. The realization of this
requires a new definition of the role and function of
schools as the most original educational institutions
in the society.

The education system needs schools that provide
continuous learning using information and
communication technology and provide new
opportunities for people to experience life in a
knowledge-oriented society. Therefore, the quality of
educational services is not defined only by the
educational organization, but the needs, desires and
expectations of the customers have a special effect.
The main customers of educational systems are also
students hence, both service providers and service
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receivers play basic roles in determining the quality
of services.

There are different models for measuring service
quality. ServQual and Servperf models are general
models, i.e. they are used for wide range of industries.
Ladgesero and Ladgoal models are used for hospitals,
and RSQS models are used for retail stores.
HEJPERF, HeadQual and Cool-HEdPERF models
are models that are specific to the field of education,
although they are new education models that have
been used less in research. The HEdPERF model is a
more comprehensive and practical model, and it can
also be measured and compared (Banahin et al.,
2018). For this reason, this model is the basis of this
research.

The main purpose of this research is to investigate and
compare the gap between expected and perceived
quality both from service recipients and service
providers point of views. All previous research works
evaluate service quality based on the opinions of
service recipients, and the gap between as-is situation
and to-be situation is based on the service receivers'
point of view. The service provider's point of view
and opinion, which is one of the main elements of the
quality of educational services, is not considered.
According to the above, the researchers have tried to
conduct a research that is important and innovative in
several aspects:

1. Using the components of the specialized model of
HEJPEREF as a research model.

2. Investigating the gap between service providers
and service receivers in the secondary schools.

3. Selection of smart schools as the research
statistical population considering the importance and
necessity of smart educational services in the Corona
period.

Method

The current research is from the perspective of
exploratory-applicative orientation and from the
perspective of descriptive-surveillance goal. The
statistical population of smart schools in the 2nd
district of Tehran, which has 4 smart schools, has a
total of 240 students and 83 teachers and teaching
staff. The sample size was extracted using Cochran's
formula. 83 people as a statistical sample of service
providers (teachers and school principals) were
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obtained according to the formula, and this
calculation was made with an error level of 5%.

The main tool of this research is a questionnaire.
After validating the research components, non-
academic aspect (8 questions), academic aspect (7
questions), reputation (7 questions), access (6
questions), program issues (6 questions) and
educational  performance (7  questions) as
questionnaire questions, questionnaire questions
were measured using Likert scale. Cronbach's alpha
test was used to measure the reliability of the
questionnaire questions. To measure reliability, 3
average variance coefficients (AVE), total reliability
(CR and Cronbach's alpha) were used, values higher
than 0.7 for Cronbach's alpha, 6.6 for total reliability
and 5.5 for average variance indicate high reliability.
In order to achieve construct validity, analyze the
internal structure of the questionnaire and discover
the constituent factors of each construct or latent
variable, the confirmatory factor analysis tool has
been used. In order to check the research model,
partial least squares method and SmartPLS software
were used. Also, the gap between the quality of
educational services from the point of view of service
recipients (students) and service providers (teachers
and school administrators) in smart schools was
investigated using t-test with two independent
samples.

Results

In the confirmatory factor analysis section, we
examine the relationships between the latent variables
and the manifest variables of the model and examine
convergent validity, composite reliability, and
Cronbach's alpha. The factor loading shows the
strength of the relationship between the factor (latent
variable) and the observable variable.

Considering that the t-statistic value is more than 1.96
and the factor loading is above 0.5, we conclude that
the validity of the questionnaire is confirmed. For
convergent validity research variables, there is a time
when the AVE value is greater than 0.5, which has
happened, and considering that the CR, CA value is
greater than 0.7, we conclude that the questionnaire
has acceptable reliability.

GOF criterion depends on the general part of
structural equation models. For this fit index, values
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0f 0.01, 0.25, and 0.36 have been introduced as weak,
medium, and strong values. The value obtained from
the criterion of goodness of fit of the research
conceptual model is equal to 0.660, which is more
than 0.36, indicating a strong fit of the research
conceptual model.

There is a significant difference in the mean of the
components of non-academic aspect, academic
aspect, reputation, program, educational performance
and access between service recipients (students) and
service  providers  (teachers and  school
administrators). The average value of the non-
academic component for service providers (teachers
and school administrators) is 3.85 more than the
average service receivers (students) with a value of
2.90. The average component of the educational
aspect for service providers (teachers and school
administrators) is 3.81 higher than the average of
service recipients (students) with a value of 3.03. The
average reputation component for service providers
(teachers and school administrators) is 4.04 more than
the average service receivers (students) with a value
of 3.75. The average access component for service
providers (teachers and school administrators) is 4.58
more than the average service receivers (students)
with a value of 4.09. The average component of
program issues for service providers (teachers and
school administrators) is 3.53 more than the average
of service receivers (students) with a value of 3.11.
The average educational performance component for
service  providers  (teachers and  school
administrators) is 3.70 more than the average service
receivers (students) with a value of 3.4.

Conclusion

The results of the research show that the
responsibility of school staff includes key features
such as having a positive attitude towards students,
competence in communicating well, providing staff
advice to students and the ability to provide regular
feedback to students, which is important. Measuring
the academic performance of students has been the
focus of many researches (Zhang et al., 2016). This
issue has brought many challenges with it. Because
the educational quality of a school can not be
measured by the academic performance of students.
Therefore, academic performance has been seen as

1715




Journal of
Vol. 21, No. 117, December 2022

one of the indicators of the quality of educational
Services.

From the point of view of the gap between the
expectations and perceptions of service recipients, the
present research is in line with many researches.
Among them, the research results of Yazdani and
Hajian (2017); Jaafari Nia (2016); Yarmohammadian
and colleagues (2014); Gholami and colleagues
(2014); Jafari Asal et al, (2013); Najafi et al, (2013);
Enaiti Far et al, (2013); all of which show that the
service recipients in educational centers received
services of lower quality than they expected. In this
research, this result it was found that the service
providers evaluate the quality of their services in all
research components more favorably than what the
service receivers have perceived. But the noteworthy
point is that in previous studies, a comparison
between the gap in service quality from the
perspective of service providers and service receivers
has not been done, and in this sense, this research can
be considered as a beginning for this comparison in
educational centers.
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