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Abstract

Background and purpose: Considering the lack of comprehensive studies on the quality of
educational services in medical sciences universities in the country, especially at the level of basic
medical sciences education, this study was conducted to assess the quality of educational services from
the perspective of basic medical sciences students at Sari Medical School.

Materials and methods: This study adopted a descriptive-analytical design. The statistical
population consisted of students of basic medical sciences at Mazandaran University of Medical Sciences
in 2024. From this population, a total of 256 students were selected using stratified random sampling. The
research instrument was a modified SERVQUAL questionnaire for educational services, consisting of 20
items across five dimensions: tangibility, reliability, responsiveness, assurance, and empathy. Collected
data were analyzed with SPSS version 26 using descriptive and inferential statistics.

Results: The findings showed that in all dimensions of the SERVQUAL scale, negative gaps were
observed between students’ expectations and perceptions. The average perception in the overall service
quality index was 3.07, while expectations were 4.50, indicating a quality gap of -1.43. The largest gap
was reported in the tangibles dimension (-1.74) and the smallest in the responsiveness dimension (-1.20).
The tangibles and reliability dimensions were linked to dissatisfaction due to the lack of modern
equipment and incomplete or inaccurate implementation of programs. In contrast, the assurance
dimension, which reflects the academic competence and professional behavior of professors, showed a
relatively better performance. Examining gender differences showed that the average perceptions of men
(3.094) were slightly higher than those of women (3.034), but no significant differences were observed
across the five dimensions.

Conclusion: The findings indicate that the quality of educational services at Sari Medical
School falls below the expectations of basic medical sciences students. These results highlight the need
to focus on improving educational infrastructure and enhancing responsiveness to increase student
satisfaction and motivation.
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