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ABSTRACT

Universities must adhere to the principles of educational quality in order to serve society and bring
Accepted: 15 Mar 2025 about significant improvements in countries. Therefore, the aim of this study is to present an
Available Online: 05 May 2025 educational service quality model in Iraq’s public universities. To this end, an interpretive philosophy,
a qualitative approach, a grounded theory strategy with an emergent approach, and thematic analysis
using Glaser’s coding method (Glaser, 1978) were employed. The study population comprised experts
Keywords at Iraq’s public universities. The qualitative pool of this research included managers and experts from
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Educational Service Quality selected universities who possessed theoretical and practical knowledge on the subject under
. . . investigation, had sufficient command of service quality processes, and had experienced them in
Model, Public Universities, Iraq, . . e .

various departments. The sample consisted of 21 individuals who had at least eight years of relevant
Six Cs Family work experience and full awareness of educational service quality processes. Theoretical sampling
was used for sample selection. Trustworthiness (validity and reliability) of the findings was
established through Guba and Lincoln’s (1989) four criteria, namely credibility, transferability,
dependability, and confirmability. For coding, real and theoretical coding stages were employed. For
theoretical coding, Glaser’s “six Cs” family (Glaser, 1978) was used. Accordingly, the causal factors
creating educational service quality included human resource management, improvement and
development management, financial management, leadership, compensation, goal-orientation, trust,
environment, and behavioral factors. The correlational factors included knowledge, cooperation, staff
training, long-term planning, quality orientation, and regulations. The intervening conditions included
team orientation, evaluation, motivation, communication, support, elite development, value creation,
productivity, facilitators, and science orientation. The moderating factors included enrichment, culture
and climate, empathy, continuous improvement, transparency, and justice. Outcomes included
improvement, development, creation, and innovation. The results showed that implementing the
components of this model could elevate Iraqi public universities to higher levels of educational

quality, leading to better future progress in universities and advancing the society’s scientific standing.
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EXTENDED ABSTRACT
INTRODUCTION

Universities play a pivotal role in the development of nations, serving as the
cornerstone for societal progress and scientific advancement. The principles of educational
quality are essential for universities to effectively serve society and drive significant
improvements in countries. The human capital theory, proposed by Theodore Schultz and
Gary Becker, underscores the importance of education, particularly higher education, in
achieving high levels of development in advanced nations (1-4).

The current landscape of higher education is marked by rapid quantitative growth
and financial constraints, necessitating a focus on maintaining and enhancing the quality
of education. Educational services are crucial in this regard, as they significantly impact
the cognitive abilities and motivation of students (5). Despite the long-standing
introduction of service quality management in higher education, many institutions globally
have not effectively addressed the quality of educational services or implemented strategies
to enhance student recruitment and retention (6). Quality in higher education is a dynamic
concept with multiple dimensions and variables, requiring continuous improvement and
evaluation to ensure the enhancement of the educational system (7, 8).

In the competitive environment of higher education, universities must be acutely
aware of the needs of students and faculty, continuously assessing and studying their
satisfaction levels to achieve desired outcomes (9). Service quality is a critical factor that
can help organizations diagnose and improve their performance in an era of intense
competition. The conceptual and empirical relationships between service quality and
customer satisfaction have been widely studied, highlighting the importance of service
quality in organizational success (10).

Educational service quality is influenced by various factors, including students'
perceptions, academic disciplines, year of study, and the type of country (6, 11). In the
current context, university management faces the challenge of student recruitment and the
need to establish a distinct image in the competitive higher education market. Therefore,
educational service quality can serve as a competitive advantage for universities, with those
offering higher quality services likely to outperform their competitors (6).

Universities are the primary gateway to the industrial and business world, and those
with better service quality are stronger in competition. Senior management has a significant

impact on service quality, as they coordinate various departments to create quality within



the organization. The human resource strategy is central to the management's vision for
organizational quality (10).

Perceptions of educational service quality are influenced by factors such as
administrative quality, physical environment, and support facilities. Transformational
quality factors have a positive impact, while expectations of service quality are positively
influenced by the quality of the physical environment, central education quality, and
support facilities. However, disruptive quality factors negatively affect students'
perceptions (2, 5).

Higher education institutions are structured entities that require scientific attention
to all their aspects (12, 13). Educational services play a vital role in the lives of students,
who require significant motivation and cognitive abilities to achieve their ambitions (5).
Studies have shown that service quality directly affects student happiness and indirectly
influences student retention (4, 5). The success and quality of large-scale educational
projects are often challenged by a lack of leadership competence and insufficient support
from senior management, highlighting a research gap in educational projects (14, 15).
Therefore, the aim of this study is to present an educational service quality model in Iraq’s
public universities.

METHODS AND MATERIALS

This study adopts an interpretive philosophy, a qualitative approach, and a grounded
theory strategy with an emergent approach. Thematic analysis using Glaser's coding
method (1978) was employed to analyze the data. The study population consisted of
experts from Iraqi public universities, with a qualitative pool comprising managers and
experts from selected universities who possess theoretical and practical knowledge on the
subject. The sample included 21 individuals with at least eight years of relevant work
experience and full awareness of educational service quality processes. Theoretical
sampling was used for sample selection, and the trustworthiness of the findings was
established through Guba and Lincoln's (1989) four criteria: credibility, transferability,
dependability, and confirmability.

Data were collected through semi-structured interviews, and theoretical sampling
continued until data saturation was achieved, which occurred after the 19th interview. Two
additional interviews were conducted to ensure saturation. The coding process involved
real and theoretical coding stages, with Glaser's "six Cs" family used for theoretical coding.
The causal factors creating educational service quality included human resource

management, improvement and development management, financial management,
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leadership, compensation, goal-orientation, trust, environment, and behavioral factors.
Correlational factors included knowledge, cooperation, staff training, long-term planning,
quality orientation, and regulations. Intervening conditions included team orientation,
evaluation, motivation, communication, support, elite development, value creation,
productivity, facilitators, and science orientation. Moderating factors included enrichment,
culture and climate, empathy, continuous improvement, transparency, and justice.
Outcomes included improvement, development, creation, and innovation.

FINDINGS

The findings revealed that implementing the components of the proposed model
could elevate Iraqi public universities to higher levels of educational quality, leading to
better future progress in universities and advancing the society's scientific standing. The
causal factors identified included human resource management, improvement and
development management, financial management, leadership, compensation, goal-
orientation, trust, environment, and behavioral factors. Correlational factors included
knowledge, cooperation, staff training, long-term planning, quality orientation, and
regulations. Intervening conditions included team orientation, evaluation, motivation,
communication, support, elite development, value creation, productivity, facilitators, and
science orientation. Moderating factors included enrichment, culture and climate, empathy,
continuous improvement, transparency, and justice. Outcomes included improvement,
development, creation, and innovation.

The study highlighted the importance of effective leadership and management in
driving educational quality. Leadership with a clear vision and the ability to adapt to social
and scientific changes was found to be crucial for motivating and coordinating university
staff and students. Management practices, including planning, monitoring, and executing
academic programs, were identified as central to maintaining educational quality. The
study also emphasized the role of continuous improvement in administrative processes,
infrastructure development, and the use of technology in enhancing service quality.

Financial management was identified as a key component, with effective budgeting
and resource allocation being essential for improving educational and research quality. The
study also found that clear organizational goals, alignment of individual and organizational
objectives, and trust among university members were critical for enhancing service quality.
The environment, both physical and psychological, was found to significantly impact the
learning and teaching processes.

DISCUSSION AND CONCLUSION



The study underscores the importance of leadership and management in enhancing
educational service quality. Effective leadership with a clear vision and adaptability to
social and scientific changes is crucial for motivating and coordinating university staff and
students. Management practices, including planning, monitoring, and executing academic
programs, are central to maintaining educational quality. Continuous improvement in
administrative processes, infrastructure development, and the use of technology are
essential for enhancing service quality.

Financial management is a key component, with effective budgeting and resource
allocation being essential for improving educational and research quality. Clear
organizational goals, alignment of individual and organizational objectives, and trust
among university members are critical for enhancing service quality. The environment,
both physical and psychological, significantly impacts the learning and teaching processes.

The study also highlights the importance of correlational factors such as knowledge,
cooperation, staff training, long-term planning, quality orientation, and regulations in
supporting the main causal factors. Intervening conditions, including team orientation,
evaluation, motivation, communication, support, elite development, value creation,
productivity, facilitators, and science orientation, play a crucial role in facilitating the
relationship between causal factors and outcomes. Moderating factors, such as enrichment,
culture and climate, empathy, continuous improvement, transparency, and justice,
influence the relationship between causal factors and service quality.

The outcomes of implementing the proposed model include improvement,
development, creation, and innovation, which can elevate Iraqi public universities to higher
levels of educational quality. This, in turn, can lead to better future progress in universities
and advance the society's scientific standing. The study provides valuable insights for
university administrators and policymakers in Iraq, offering a comprehensive model for
enhancing educational service quality through a human resource approach.

In conclusion, the study highlights the critical role of leadership, management, and
continuous improvement in enhancing educational service quality in Iraqi public
universities. By addressing the identified causal, correlational, intervening, and moderating
factors, universities can achieve significant improvements in educational quality, leading

to better outcomes for students, faculty, and society as a whole.
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