ISSN:1658-4651  EISSN:1658-8177 A gillg dygyyill pglell )8l ol deola dlao

il by 5 gomdll Lk c50 (3 (6,1 ol daslst Aol 8 bl Ao B398 il Ayl
bgysS iyl S SERVQUAL

O i da o) e e s
masafar@uqu.edu.sa (@) of dasls—ag 8 25— SLall Ldasdly 152 35 3kl (V)

R ARt RS PR VRV VRR I R )
:L»\J.U\uabw

wdadl) 2a3gilly B Boddhl B35 Bemd LAE s e s (S o Baalg ad e el Beds B3gd e 13y g ] Rulll s
e aeisn 5,5 (YY) oo 8550 Bl Gub e MUl UL w5 ¢ ol o) il Bl l) casinal By (byys8 il I3ls sy e
s olanlr 2lb e Wlpie e Jo aVg) bl pldl 21 o bl ik s, SERVQUAL _Lal Gy slaf ani
ol sl LgysSal IS dm o padd Badgelly Gl Badihl B30 OF () Al W) oy &) el oLy cadlall o (Yo A) Leam
835 ) i 15y oy F byl S 05 550 (39 il 830 fLad Bomd g o e ) T i (s gl S8
A Al dnals ud e e 2o
AN ol Bl Ly aonilr (odd) B39 (Olgmdll 35 (A 8 pobadll s ladll SIS

A Proposed vision for Distance Learning Service Quality at Umm Al-Qura University in
the light of the Analysis of the gap during Corona crisis according to the SERVQUAL scale
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Abstract:

The study aimed to develop a Proposed vision for Distance Learning Service Quality at Umm Al-Qura
University, based on the results of the analysis of the perceived and expected service quality gap for distance education
during Corona crisis, the study used the analytical descriptive approach, the necessary data was collected through a
questionnaire consisting of (22) items distributed over Five dimensions according to SERVQUAL scale, The study
was applied at the end of the academic year 1441 AH, on a random sample of students at Umm Al-Qura University,
that reached (358) students. The results of the study indicated that the perceived and expected quality of service for
distance learning during Corona crisis at Umm Al-Qura University came at a high level. “With a gap in favor of the
expected quality, in the light of the results of the gap analysis, A Proposed vision for Distance Learning Service
Quality at Umm Al-Qura University has been Developed.
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