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Abstract: In service management, there has been increasing emphasis on the potential use of
service quality. But less paper is concerned with the school management. The purpose of this
paper is to use the gap analysis, developed by Parasuraman, Zeithaml and Berry, to evaluate
student satisfaction as a measurement of higher education service quality. The results of this
paper show that there are gaps between students’ perception and expectation on many items
of education service quality. Besides, we also find that different course time and location
will effect perceived gaps of students. Finally, the paper show that there are perceived gaps
of students’ expectation and administrators’ expectation on many items. The results of this
paper also provide useful information for the formulation of making improvements plan of

school management.
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