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PERCEIVED QUALITY MANAGEMENT OF
EDUCATIONAL SERVICES FROM THE
PERSPECTIVE OF PARENTS AS STAKEHOLDERS

Introduction. Quality is crucial for education as
competition in the education services market is steadily
intensifying. The critical attitude of participants in education
requires improving the quality of work of educational
organizations, their effectiveness and efficiency. Those
educational organizations wishing to maintain or improve their
position in the market are forced to work intensively to improve
their work and increase their responsiveness to the needs of
users. Secondary schools need to be aware that the ultimate
arbiter of quality of the educational services they provide are
stakeholders (parents) as one of primary customers of
educational services.

Aim and tasks. The objective of the study is to
determine the dimensions of the expected and perceived
quality of educational services from parents’ perspective and
to identify if they coincide with the dimensions in the classical
gap model. Qualitative research that provides insight into
the perspectives of parents on the quality of educational
services and their understanding of the quality concepts was
conducted.

Results. Based on the results of preliminary qualitative
research, we have drawn up dimensions of perceived and
expected quality of educational services: environment, reliability,
responsiveness, assurance and empathy. The dimensions
obtained through the focus group discussion of parents
correspond to the dimensions in the classical GAP Model of
Service Quality. Elements of assessment of parents' expectations
and perception of the quality of educational services are
considered (dimensions, tangibles, reliability, responsiveness,
assurance, empathy).

Conclusions. The objective of this study was to identify
the expectations and perceptions of parents as primary
customers of educational services. The insight into the
perspectives of parents on the quality of educational services
and their understanding of the quality concepts was obtained
with qualitative. Further on the dimensions of the expected
and perceived quality of educational services from parents’
perspective were identified. It was confirmed that the
dimensions identified in this research coincide with the
dimensions in the classical gap model. Based on the results of
the parents’ focus group and the original SERVQUAL
instrument the questionnaire was designed and used in further
research.
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YIIPABJIIHHSA AKICTIO OCBITHIX ITIOCJYTI
3 TOUKHU 30PY BATBHKIB SAK 3AIIKABJIEHUX
CTOPIH

Beryn. fIkicTe Mae BupimanbHe 3HAYCHHS I OCBITH,
OCKITbKM KOHKYPEHIliS Ha PUHKY OCBITHIX IOCIYT HEYXUJIBHO
nocwiIoeThesl. KputuuHe cTaBieHHS YYacHUKIB OCBITHHOTO
MpoIeCy BHUMAarae TMiIBHIIEHHS SKOCTI poOOTH 3akiamiB
OCBITH, iX egeKTHBHOCTI 1 pe3yibratuBHOCTI. Opranizamii
OCBITH, K1 X04yTh 30€perTu ado MONIMIIUTA CBOT MO3MIIii Ha
PHUHKY, 3MYIIEH1 IHTEHCUBHO IpanoBaTu HaJ
BJIOCKOHAJICHHSIM CBOE€T poboty, HiJBULIECHHSAM
ONEpAaTUBHOCTI pearyBaHHs Ha NOTpedM KOpPUCTYBadiB.
Cepenni mKOMM TOBHWHHI YCBIZOMIIIOBaTH, IO KIiHIEBUM
apOITpoM SKOCTI HaJaBaHUX HUMHU OCBITHIX TOCIYT €
3arikaBiieHi CTOpoHH (0aTbKM) SIK OJWH 3 OCHOBHHUX
CIOKMBAYiB OCBITHIX TTOCIYT.

Mera i 3aBaaHHsA. Mera JOCHIIKEHHS - BHU3HAYUTHU
pO3MipH OYIKYBaHOTO i CIPUIMAHOTO SKOCTi OCBITHIX IMOCTYT
3 TOYKH 30py OaThbKiB 1 BH3HAYUTH, YM 30IraroThCs BOHU 3
BUMIpaMu KJIAaCH4YHOI Mogneni po3puBy. [IpoBemeno skicHe
JOCTIPKEHHSI, SKEe J1a€ YSABJICHHS NPO MEPCHEKTUBU OaThKIB
IIOZI0 SIKOCTI OCBITHIX MOCHYr 1 IX PO3YMIHHI KOHIEHIIN
SKOCTI.

Pesyabtatn. Ha ocHOBI pe3yibTaTiB IONEpEeIHLOTO
AKICHOTO  JOCJII/DKEHHS MM  BHU3HAUWIM  IapaMeTpu
CHPHUIIMaHOro 1 OYiKyBaHOI SKOCT1 OCBITHIX HOCIYT: cepena,
HaJIiHICTh, 4YyHHICTb, BIEBHEHICTh 1 emmaTii. OTpumani
B XoIl o0OroBopeHHs B (OKyc-rpylax BHUMIPIOBaHHS
BiAmoBimaroTh BuMipam kimacudHoi GAP-momeni skocTi
nocayr. Po3riasHyTO e1eMeHTH OIiHKK O4iKyBaHb OAaThKIB SIK
CTeHKXOnaepiB 1 CHPUHHATTA SKOCTI OCBITHIX IOCIYT
(BUMiprOBaHHS, BiAYYTHICTb, HaJIIMHICTB, YyWHICTb,
BIIEBHEHICTbh, CIIIBUYTTH).

BucHoBkn. Meroo gaHOrO  JOCHIDKEHHS — OyIlo
BUSIBJICHHS OYIKYyBaHb 1 CHPUMHATTS OaThKIB SIK OCHOBHHX
CHOXKMBA4iB OCBITHIX mocayr. SIKicHO Oylo OTpUMaHO
VSBJIICHHSI TIPO TEPCHEKTHBU OaThKIB IMIOA0 SKOCTI OCBITHIX
MOCIYT 1 X PO3yMiHHS MOHATH SIKOCTI. Jlami Oynu BH3Ha4yeHi
aCIEeKTH OYIKYBaHOTO 1 CIIPUMMAHOI0 SKOCTI OCBITHIX MOCIYT
3 TOYKH 30py OaThKiB. Bylno miaTBepIKeHO, IO AaCMeKTH,
BHU3HAYEHI B JAHOMY JOCIIIKEHH1, 301ratoThCs 3 mapaMeTpaMu
KJIach9HOi Mojeni po3puBy. Ha ocHOBi pe3ynbTaTiB (hoKyc-
rpynu OaTekiB 1 opuriHaigsHOro iHctpymenty SERVQUAL
Oyna po3pobieHa aHKeTa, sKka Oylna BHUKOpHUCTaHAa B
MOMAJBUINX TOCITIIPKCHHSIX.

Kuaw4yoBi caoBa: ympaBiiHHS, OCBiTa, TOCJIYTH,
nependadyBaHa sIKICTh, CTEHKXOJIEPH.
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Introduction. Quality is crucial for
education as competition in the education
services market is steadily intensifying. The
critical attitude of students and their parents
requires improving the quality of work of
secondary schools. Those schools wishing to
maintain or improve their position in the
market are forced to work intensively to
improve their work and increase their
responsiveness to the needs of customer.
Schools need to be aware that the ultimate
arbiter of quality is always an individual who,
from a subjective perspective, compares his
perception of services and the result of
services with his expectations from a
subjective perspective. Authors suggests that
customer do not perceive quality in an
unidimensional way. The research of
Zeithaml, Parasuraman, and Berry [1] has
identified five dimensions of service quality:
reliability, responsiveness, assurance,
empathy and tangible, along with the scale
developed to measure them, SERVQUAL.

Customers of educational services form
a complex group into which we classify
customers into primary, secondary and
tertiary customer. Primary customers of
secondary schools are students, their parents
and employees of the school. Barnes [2]
stresses that “in  today’s competitive
environment, parents and other taxpayers
ultimately determine how and whether
schools stay in business. They are the
purchasers of educational services for our
youth. By definition, then, they are our
primary costumers”.

The objectives of the research presented
in this paper are: to determine the factors that
influence the perceived quality of educational
services by parents and to find out if they
correspond to dimensions in SERVQUAL
questionnaire.

Analysis recent research and
publications. The quality of services is one
of the biggest challenges facing service
organizations, including secondary schools.

In defining the quality of educational
services, it is necessary to consider both,
objective quality related to the management
aspect as well as subjective quality related to
the customers aspect and based on subjective
perceptions of the service experienced [3].
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While objective quality is defined by
the relatively easy-to-measure excellence of a
phenomenon, happening or thing in relation
to a given standard and focused on factors
that can be accurately measured, subjective
quality is the result of a human subjective
response to phenomena, events, or things and
it varies from individual to individual. It is
related to the perceptions of individual
service customer which cannot be measured
so easily. At the end of the 20™ century, after
heated debate over whether quality control
techniques applicable to tangible products
based on the definition of quality as
conforming to specifications, new concepts of
service quality were developed, based on the
belief that the quality of services could only
be evaluated by customer [1]. Defining
quality as meeting or exceeding customer
expectations is the most complex definition
of quality and therefore difficult to measure.

When evaluating the quality of
services, service customer relies on different
dimensions (criteria) that relate to the
characteristics of the services and are part of
the quality of the services or define its level
and content. Dimensions are often reciprocal
and interconnected, which means that one can
be improved at the expense of the other.

Depending on the objectivity of quality
measurement, we distinguish between hard or
tangible dimensions, which are measured
objectively, and soft, intangible dimensions,
which can only be subjectively evaluated.
Defining quality as meeting or exceeding the
expectations of customer of educational
services also enables quality researchers to
integrate the soft elements of perceived
quality, such as responsiveness, reliability,
trust, and customer orientation, which are
critical to the customer in their quality
assessment [1].

Reliability of the service is reflected in
the ability of the school to deliver the
promised service. Reliable, regular and
accurate service delivery is critical to a
customer perception of quality, no matter
what services the organization offers, notes
Zeithaml, Bitner and Gremler [3]. Reliability
and accuracy in the provision of services also
applies to every individual employed by the
school.
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Teachers who miss (or are late for)
classes, parents’ meetings, etc. do not stick to
deadlines, e.g. when returning corrected
papers, they certainly do not contribute to a
better perception of the quality of the school
as a whole.

Organizations are perceived as quality
if employees are ready to help customers and
to provide prompt service [3]. The school’s
responsiveness is  reflected in  the
organization's  ongoing  willingness to
consider the needs and expectations of
customer. Responsiveness applies not only to
the school as a whole, but to every individual:
a teacher, professional, managerial or
administrative employee. The more the
school meets the expectations and needs of its
customer, the better the quality will be.
However, since schools have many different
customers and their needs and expectations
differ, it is unjustified to expect that the
school (or its employees) can equally meet
the expectations of all. The management of
the school must be careful that meeting the
needs of one would not be to the detriment of
the other. However, because of the limited
resources at its disposal, it will have to pay
the utmost attention to the needs and
expectations of those who are most important
to it, the students and their parents.

The role and contribution of
educational process providers (teachers,
lecturers, laboratory assistants, etc.) as the
most important part of the educational service
is of great importance for the perception of
the quality of educational services. The
confidence dimension in perceiving the
quality of an educational service depends
primarily on the ability of the employees to
communicate with the customer, it is related
to their credibility and responsibility and to
the ability to instil confidence [3]. Service
providers must be appropriately trained for
their work. The management of the school
should be aware that by encouraging
employees for further education and training,
their competences are increased and personal
and professional growth is achieved, and thus
the perceived quality of customer of
educational services is improved.
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Empathy is defined as the caring,
personal attention that the firm provides its
customers [3]. Customer of educational
services differ from one another so their
needs and expectations. Students and their
parents expect the teacher to understand their
desires, needs, and expectations. In solving
their problems, they want and expect the
personal attention of the teacher and other
employees.

The intangibility of educational
services makes it difficult for customer to
assess their quality, so it is up to the school
provider to add tangibles or physical support
to the intangible. In schools, these may be:
the physical environment of the school in
which the services are carried out (building,
playgrounds, premises, special classrooms,
equipment), service providers (teachers,
professionals and administrative workers of
the school, other employees), printed and
electronic  publications of the school
(materials for the participants, presentations
of the school and projects taking place within
the educational organization, etc.) Because
customer often make inferences about the
quality of educational services based on
physical evidence, schools use them to
enhance the image.

For the success of the school, it is
essential to constantly and systematically
monitor the expectations, requirements and
wishes of service customer regarding the
expected level of services and on the other
hand what level of offered educational
services are actually perceived by customer.

There are numerous ways of measuring
the quality of services in the professional
literature, which is a consequence of the great
heterogeneity of services. Individual authors
sought to provide service providers with tools
in the form of service quality models that
could set standards and measure customer
service expectations and perceptions of
service quality. Analyzing the various models
for assessing the quality of services, we found
that, given the above assumptions, the gap
model of the authors Zeithaml, Parasuraman,
and Berry [1] is the most appropriate model
for assessing the quality of educational
services in secondary schools.
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Fig. 1. Model for assessing the quality of educational services in secondary schools

Source: [4, 5]

The model (Figure 1) is designed to
measure the difference between the quality of
service experienced and perceived by
different customer of educational services,
with the quality of service expected. The gap
we get when comparing is a measure of the
quality of service. In order for a school to
improve the quality of their services, it must
reduce or close the gap between customer'
expectations and perceptions regarding
services. This, fifth gap decreases, if school
succeeds in narrowing or closing the other
four gaps that arise in the school, namely the
gap:

Between the expectations of the
customer of the service and the perception of
those expectations by the management of the
school. In fact, the school does not know the
expectations of all its customer (primary,
secondary, tertiary),

Which results from improperly set
standards of quality of educational service by
the management of the school. While a
school may even know the expectations of
customer, it does not take this into account
when setting service standards.
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In execution, occurs when service
providers do not comply with the service
delivery specification, but the performance of
the service in accordance with the
specification is not in itself guaranteed.

Between the provision of the service
and the communication of the school with the
customer of the service. The gap can occur
both internally (primary customer, especially
employees and trainees, do not know exactly
what the school expects of them), as well as
external communication (the organization
promises an educational service that
employees of the school are not ready or able
to deliver). Authors do not agree who are the
customers of educational services and who
actually benefits from education.

March and Simon [6] consider that
participants in an educational organization
are all individuals, groups and organizations
that have an interest in the educational
organization and are capable of influencing it.
Macbeth [7] notes that everyone who benefits
from education is a customer and customers
can be classified into four groups: students,
parents, school owners (authorities or private
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individuals) and society. Davies and Ellison
[8] divide educational service customers into
internal customers such as participants,
parents, teachers and other employees of the
educational organization, government
representatives,  regular  visitors  and
volunteers, and external customers such as
former and future education participants and
their parents, future employees, local
government, trade and industry, local
representatives of the Ministry of Education
and other educational organizations.

Customers of educational services form
a complex group into which, according to the
importance of each subgroup for the
educational organization, it is possible to
classify customers into primary, secondary
and tertiary customer. The primary customer
of educational services includes those who
directly participate in the implementation of
the educational service and by their presence
allow the service to be performed at all,
employees of the educational organization
and participants of educational services, and
parents or guardians of the educational
participants. While the group of secondary
customers of educational services includes
employers, educational organizations in the
field of tertiary education and organizations
requesting educational services, the group of
tertiary customers includes the labour market,
the state and society as a whole.

According to Petch [7] the real
customers of educational organisations are
parents. TrnavCevi¢ and Grom [9] state that
"parents are the most important customers of
the school in addition to the students".
Parents usually choose the school according
to the information they have available

Bridges [10] emphasizes that the role of
parents in the education process is large and
multifaceted. Parents provide support to the
school in implementing the education
process, e.g. support the implementation of
rules of conduct and behaviour at school,
support activities and events at school,
participate in the parents' council, contribute
to school funds, etc. The most controversial is
the role of parents as co-educators. The
school 1s rarely prepared to partner with
parents in this area, as the profession is one
that is hard to give up. In fact, parents are not
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partner with educational organizations, but
are placed in the position of customers and
only marginal supporters of education.

The truth is, point out, that many
children would find it easier to develop their
intellectual abilities if the position of parents
in the educational process were a partnership
and if all three partners accepted the same
responsibility for achievement [9].

Schools need the support of parents
both in the implementation of the curricula
and in the implementation and adherence to
the school’s house rules. In certain cases,
without their consent, a particular service
cannot be provided (e.g. consent for a student
to participate in an excursion, attendance at
the process of imposing an educational
measure, etc.). Parents often financially or
professionally support activities carried out
by a school. In some schools, parents
participate not only with the class teacher, the
leadership, the parent councils and the
parents' club, but with the whole teacher
assembly, participate in classes, mentor
different circles, and attend school trips.

Educational services are very complex
and parents have expectations for their
schools that are often not clearly understood.
The school management need to know what
the parents, their customers, want. Regular
measurement and appraisal of parents’
expectations and perceptions will help
schools to improve the quality of services
provided.

Aim and tasks. Qualitative research is
by its nature investigative and depth-oriented.
It is primarily used to obtain in-depth
information about a particular phenomenon,
since the phenomenon, in this study parents’
expectations about quality of educational
services, must first be understood, but then it
can be measured. In this sense, emphasizes
Kolar [11], each research is qualitative and
then quantitative.

The purpose of qualitative research can
be defined as: providing insight into the
perspectives of different groups of primary
customers of educational services on the
quality of educational services and their
understanding of the concepts and their
effects. The specific objectives of qualitative
research are to:
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— Identify the expectations and
perceptions of parents as primary customers
of educational services.

— Determine the dimensions of the
expected and perceived quality of educational
services from parents’ perspective.

— Identify if the dimensions of the
expected and perceived quality of parents
coincide with the dimensions in the classical
gap model.

Results. There are more qualitative
research methods, and according to many
authors [12-15], focus groups and in-depth
interviews are the two most commonly
known methods in marketing research.
According to Churchill and Brown [16],
focus groups have proven to be an extremely
productive technique for market research,
especially when providing background
information, gaining customers’ impressions,
obtaining the information needed to

formulate questionnaires and hypothesizing,
which is later tested through quantitative
research. Malhotra, Nunan and Birks [12]
consider that the key strengths of focus
groups over other methods are, in particular,
greater breadth of information, greater
involvement of members, spontaneity,
specialization and flexibility.

Focus groups were used to explore the
views of primary customer, parents, towards
the quality of educational services and to
define roughly the selection of possible
dimensions of the quality of educational
services [17]. Discussion was conducted in
two focus groups. The first focus group,
consisting of four parents, was experimental
and served primarily to test the setting of the
interview and to seek ideas for creating a
topic guide for the formal focus group of
parents. The list of issues, or topic guide was
developed (Fig. 2).

hour and a half.

What teaching equipment do you want?

publications, web sites, etc ... more appropriate?

- What do you expect from school staff?

board, sort by relevance.)

Hello. Thank you to come. The content of the conversation will be a topic with which you have all the
experience in one way or another. We will talk about the quality of educational services. The talk will take about an

Before we start the conversation, I would like to introduce you to some of the basic rules of this
conversation. Although we are in the school, there are no right and wrong answers this time. Only your opinions
count. [ ask that all of you participate in the conversation, so that we try not to talk one over the other.

I would like to talk more about the environment at school. Think about what kind of environment a
school should have. Think of the classrooms, the gym, the library, the hallways, the canteen, the toilets...
Think of the different extracurricular activities your kids are involved in.

- What should be the premises of the school for well-being? Does it matter how big these rooms are,
what kind of walls they are...? Does it matter what the furniture and equipment of the school premises is like? What
should be the equipment of classrooms, hallways, gym, library ...?

- What do you think about teaching equipment in school? Do you think teaching equipment is needed?

Try to remember what you felt when you were in school and collecting information about schools.

- What was the information material you received on the information days? Were you satisfied with the
information contained in the material ...? Were you satisfied with the format of the material...? What was the
material that attracted you most...? Did something bother you, didn't you like it ...?

- What information material would you like to receive before your child enrol in school? Did you find the

Now I would like to discuss in more detail the staff you contact at school (school management, social
worker, librarian, administrative staff, janitor, security guard, etc.).

- Remember your favourite teacher at school. How is it different or different from other teachers ...? In
what way does he stand out or stand out from other teachers....? What do you like best about him / her ...?

- What do you expect from the classroom teacher?

- Inyour opinion, what could teachers do to make students less absent from teaching?
- How do you expect employees to respond when you want to talk to them?

- What bothers you most about the school staff?

... to look at the quality of educational services a little differently: Suppose that the Minister of
Education would put you at the forefront of a group that would set standards for what a quality school should
look like. I ask everyone to think and write down what I would suggest for such standards. (Wait, write on the

And another question: What do you think the schools will be like, for example? 50 years?

Fig. 2. Parents' focus group topic guide

Source: Own research
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The formal focus group had twelve
parents, nine women and three men, from
four different schools. Discussion in the focus
group lasted hour and a half and was
recorded. Discussions in the parent focus
group were conducted in four thematic
sections: parents’ expectations and

parents' expectations and perceptions of
school employees

Parents' perceptions and expectations
about the quality of educational services
found in Fig. 3 and 4 are sorted by service
quality dimensions as suggested by the
authors of the classic gap model: tangibles,

perceptions of the environment, classroom reliability, responsiveness, assurance and
equipment and information materials, and empathy.
Discussion Dimensions
"School should only provide morning classes"
"Keep the rooms bright, friendly"”
“Students should have gym in some other location just exceptionally, for example in
the pool” Tangibles
"There should be a canteen in the school"
“All schools include subjects in leaflets although they are the same everywhere.
Why they do not explain what are specifics...”
"Predicted grading is much less stressful for children and parents"
"[f the student apologizes for not being prepared, then the teacher should consider Reliability
it"
"[f the changes at school are affecting children, it is right that the school informs
us "
"The school should follow the parents' initiatives regarding the individual teachers, | Responsiveness
the schedule etc."
"In the case of disagreements between students and individual teachers, I expect the
classroom teacher and the headmaster to be included"
"[ expect the school to have professional and pedagogically trained teachers"
"If a child has problems with any subject, I expect the teacher to help"
"When I call the class teacher for problems, he should take the time needed"” Assurance
"It has happened to me many times that the class teacher wanted to deal with me
briefly" Empathy
"Sometimes they explain to us at parental meetings as if we had never gone to
school ourselves"
"It is right that we have the opportunity to call the class teacher at any time"

Fig. 3. Elements of evaluation of parents' expectations of the quality of educational
services

Source: Own research

Parents' expectations and perceptions of
the school environment are quite different
compared to students or teachers. Parents are
aware that students spend a lot of time at
school, so they expect the environment to be
modern, attractive, and the spaces in which
students move are functional, bright,
welcoming, in short, to make them feel good.
They are also critical of school equipment as
they believe it should be comfortable, usable
and above all modern. Parents expect
teaching equipment to be up-to-date,
accessible in every classroom, and work
flawlessly. When asked about information
materials, parents answered that information
materials differed across schools on the
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information days, and the necessary
information was also obtained from other
sources. Parents expect information material
that will give them enough information to
make their choices.

Parents expect the school staff to be
polite and kind, to keep their promises, to
have a keen interest in solving their problems
and, above all, to the problems of the students
and to make them available to parents. It can
be seen from the discussion that parents
expect the school management to inform
them consistently and in a timely manner of
changes affecting children that they are ready
to listen to their initiatives. Parents expect the
school to have properly trained staff.
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Discussion Dimensions

"School is like it was twenty-seven years ago when I graduated”

"4s if time had stopped 30 years ago"

"The elementary school my son attended was much better equipped"

"Daughter says teachers don't always stick to the test schedule"

"When my daughter had health problems, the class teacher was very understanding"

Tangibles

Reliability

"We get updates on school happenings several times a year"
"We always agree with the sports coordinator how the son will perform his duties"
"In the event of a syringe, the classmate should inform us immediately and not wait

for hours of work"

class, we still didn't get the answer"

"When asked why they had replaced their math teacher twice in their daughter's

Responsiveness

everything"
"Class teacher is always ready to talk"

“External examination results show that teachers know what they are doing"
"My daughter says that if she listens at school, she already learns almost

Assurance

"It is good that we have the opportunity to speak with each teacher individually”
"That the school would so often invite parents to different events (picnic, cultural
events ...), it was neither at the elementary school nor at ... where the daughter goes"
"[ can also call the class teacher by phone outside of the scheduled hours"

Empathy

Fig. 4. Elements of evaluation of parents' perceptions of the quality of educational services

Source: Own research

Based on the results of preliminary
qualitative research, we have drawn up the
following list of dimensions of perceived and
expected quality of educational services:
environment, reliability, responsiveness, trust
and empathy. The dimensions of perceived
and expected quality of educational services
obtained through the focus group discussion
of students and parents correspond to the
dimensions in the classical gap model of the
authors Zeithaml, Parasuraman, Berry [1].

Particular attention was paid to the
definition and operationalization of the
concepts to measure parents’ expectations
and perceptions covered by the model. This is
necessary because of their similarities and
overlaps, but also because of the more valid
conclusions provided by a quality measuring
instrument. With each concept statements
which defined it are listed.

Tangibles are defined as the appearance
of physical facilities, equipment, personnel,
and communication materials. Tangibles
provide physical representations or images of
the service that customers, stress Zeithaml,
Bitner and Gremler [2]. Customers respond to
the physical environment cognitively,
emotionally as well as physically, and these
responses influence their behaviour. The
perception of the physical environment

influences the parents’ confidence in the
employees, the services they provide and, last
but not least, the educational organization as
such. In the case of educational services, we
consider the environmental dimension: the
external environment (building,
environment...), the internal environment
(equipment, accessories, markings...) and
other tangible elements (information material,
reports, brochures...). We defined the
environment with the following five
statements:

The premises of the school should be tidy
and attractive.

The equipment of classrooms, gyms, Sports
fields should be modern and comfortable.

Teaching aids (computers, smart boards...)
should be up-to-date and always work.

The school is expected to have facilities
and equipment for extracurricular activities.

The school should have attractive and
interesting information material (information for
students, parents, etc.), a website.

The reliability of the service delivery is
reflected in the ability of the educational
service provider to deliver the promised
service [1]. Reliable, regular and accurate
delivery of educational services is crucial to
the parents’ perception of quality, and the
characteristics listed also apply to every
individual employed by a school.
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Reliability was measured in the
instrument with three statements:

Teachers and other employees are expected
to keep their promises.

Teachers are expected to stick to agreed
deadlines (tests, marking ...).

Employees should show great interest in
solving the problems of students/parents.

The school's responsiveness is reflected
in the organization's continued willingness to
consider the needs and expectations of
parents. It applies not only to the school as a
whole, but to every individual employed by
an organization: a teacher, professional,
managerial or  administrative = worker.
However, since schools have many different
customer’ and their needs and expectations
differ, it is, of course, unjustified to expect
that the educational organization (or its
employees) could equally meet the
expectations of all. However, because of the
limited resources at its disposal, it will have
to pay the utmost attention to the needs and
expectations of those who are most important
to it, that is, the participants in education and
their parents. To measure the responsiveness
of school, we formulated the following four
statements:

The school should immediately inform the
students/parents about changes, innovations.

The school should be prepared to take the
initiatives of parents (electives, extracurricular
activities....).

Teachers should always be ready to help
parents.

Teachers should always listen to the
complaints of the parents.

The dimension of assurance in the
perception of the service quality depends
mainly on the ability of the employees to
communicate with their customers, it is
related to their credibility and responsibility
and to the ability to instill confidence [2].
Educational service providers must be
appropriately qualified for their work, as they
are also more motivated to work. The
management of the school should encourage
the employees in education, personal and
professional growth, which will increase their
competence and thus improve the perception
of the quality of parents’. We defined
assurance with five statements:

The school is supposed to have employees
the students/parents are supposed to trust.

Teachers  should  have  sufficient
knowledge to teach the subject matter in a
professional and understandable way.

Teachers should organize the lessons
well and make them interesting.

Teachers should always come prepared
to class.

Teachers are supposed to be polite and
friendly, even when overwhelmed.

Empathy is the dimension of the
perceived quality of educational service that
relates to the diligence and personal
attention that an organization provides to its
customers. Education participants and their
parents expect the teacher and other
professionals to understand their needs,
desires, and expectations. In solving their
problems, they want and expect the
personal attention of the teacher and other
employees. For the success of the school, it
is essential to constantly and systematically
monitor the expectations, demands and
wishes of service parents regarding the
expected level of service and what level of
educational services offered are actually
perceived by parents. The following five
statements were formulated to measure the
orientation towards users of educational
services:

Teachers should pay attention to each
parent separately.

Teachers should have a good attitude
towards parents.

Employees are supposed encourage
parents to regularly participate with the school
(parent meetings, classes, meetings, etc.)

Employee-parent cooperation is correct
and professional.

Parents  should have a constant
opportunity to speak with teachers, other
professionals and management.

The parent questionnaire contains 22
statements that relate to the fundamental
dimensions of the quality of educational
services: tangibles, reliability,
responsiveness, assurance, and empathy. It
summarizes the definition of each of the
concepts and lists the statements by which
it was operationalized. In doing so, we used
a Likert scale that requires respondents to
choose the degree of agreement or
disagreement with the statements made
[12]: from "strongly agree" on the one hand
to "disagree" on the other.
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A seven-point Likert scale was chosen
because more categories increase the reliability
of the scales [16]. The questionnaire consists of
three parts: in the first part, the parents answer
questions about their expectations regarding the
educational service or what kind of service the
organization should offer, and in the second
part, they assess their perceptions of the
specific educational organization. Before the
first and second parts of the questionnaire, brief
instructions that inform the respondent of how
to solve the questionnaire are placed. In the
third part which is placed at the end of
questionnaire there are three general questions
related to the gender, age and level of education
of the respondent. Quantitative data were
collected through questionnaires in four
different secondary schools.

Conclusions. The ultimate arbiter of
quality of the educational services they provide
are primary customers of educational services
students and their parents.

The objective of this study was to
identify the expectations and perceptions of
parents as primary customers of educational
services. The insight into the perspectives of
parents on the quality of educational services
and their understanding of the quality
concepts was obtained with qualitative
research which is by its nature investigative
and  depth-oriented. — Further on the
dimensions of the expected and perceived
quality of educational services from parents’
perspective were identified. It was confirmed
that the dimensions of expectations and
perceptions of quality of parental education
services identified in this research coincide
with the dimensions in the classical gap
model.

Based on the results of the parents’
focus group and the original SERVQUAL
instrument the questionnaire was designed
and used in further research.
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