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Abstract: A country's economic and technological development in the twenty-first century depends heavily on higher
education. Similar to other countries, the majority of higher education institutions in Bangladesh are private universities
that offer educational services alongside public (government-funded) universities. This study aims to investigate how
service quality dimensions and digital transformation influence student satisfaction and student retention in private
universities in Bangladesh. Data were acquired from a convenient sample, including students from the top five private
universities in Bangladesh, through a self-administered questionnaire survey. The questionnaire was completed by 210
of the 235 students who were asked to participate. Each questionnaire was carefully examined. 200 were determined to
be appropriate for this study. A conceptual model of eight factors, including the five dimensions of the SERVQUAL
model, digital transformation, student satisfaction, and student retention, was framed and tested. Descriptive statistics
(mean and standard deviation), multiple regression, and bivariate regression analyses were conducted using SPSS 26.0
to test the hypothesized relations. According to the findings of descriptive data, students are satisfied with the quality of
private university services and digital transformation activities. This study reveals that all the service quality dimensions
positively and significantly impact student satisfaction except the empathy dimension. It is also found that digital
transformation substantially influences student satisfaction. Furthermore, student satisfaction has a positive and
significant influence on student retention. To the best of the authors' knowledge, this is the first initiative to investigate
the impact of service quality dimensions and digital transformation on student satisfaction and student retention in the
context of private universities in Bangladesh. This study contributes to higher education institutions for the improvement
of service quality dimensions and the digital transformation to obtain student satisfaction and student retention in highly
competitive educational sectors. Finally, this work argues that digital transformation in higher education is necessary
for survival and growth in the twenty-first century.
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Introduction. Education is the backbone of a nation. In the 21st century, education, especially higher
education, plays a critical role in a country's socioeconomic and technological development. There are three
types of education in Bangladesh: primary, secondary, and higher (Directorate of Secondary and Higher
Education, 2018). Since 1990, Bangladesh's government has emphasized primary education more (Rose etal.,
2014). At present, almost all districts and villages have primary schools, colleges, and madrasa institutions to
ensure primary and secondary education (Directorate of Secondary and Higher Education, 2018). In
Bangladesh, higher education was once considered a luxury (Kalam and Mahonta, 2017). Thus, the
Bangladesh government has taken various promising steps to increase student enrollment in higher education.
In this regard, the Government of the People's Republic of Bangladesh (GOB) has already started to establish
a state-funded university in every district. In Bangladesh, student politics and session jams are a common
problem in almost all public universities. Many students go to foreign countries yearly to pursue higher
education (Hossain et al., 2014). Nevertheless, the demand for private universities is steadily increasing,
resulting in 109 private universities in Bangladesh (University Grants Commission of Bangladesh, 2022). The
capital city, Dhaka, is home to most private universities. With the approval of the GOB and the University
Grants Commission, private universities provide a variety of certificate courses and degrees (such as
Bachelor's degrees, Master's degrees, and Diplomas). These private institutions rely entirely on student fees
to operate. Students are customers in education who interact with institution facilitators to get services or
goods (Kitchroen, 2004). It should be satisfactory to the learners as a service. As a result, guaranteeing student
satisfaction has become critical to their survival. All service sectors are very concerned about measuring and
controlling service quality (SQ) to retain their consumers for capturing lifetime values (Kotler and Keller,
2021; Parasuraman et al.,1988). To measure SQ, SERVQUAL is a widely accepted model offered by
Parasuraman et al. (1988) comprising five dimensions: tangibility, responsiveness, assurance, reliability, and
empathy. Moreover, there is a growing trend for digitalizing education services in the higher education sector,
which expedites the 4th Industrial Revolution. Xiao (2019) mentioned that digital transformation in education
services ensures lifelong learning for students who can communicate with faculty members or university staff
anytime from anywhere, overcoming the limitations of conventional education services.

Most studies have been undertaken to measure SQ in numerous industries, ranging from hotels to airlines.
Still, only a few studies have been conducted in the education sector focusing more specifically on the
influence of SQ on student satisfaction (SS) (Chandra, et al., 2019; Annamdevula and Bellamkonda, 2016;
Khoo and McGregor, 2017; Mansori et al., 2014; Duarte et al., 2012), and student satisfaction on student
retention (Long, et al., 2021; Chandra, et al. 2019, Azam, 2018; Weerasinghe and Fernando, 2018;
Subrahmanyam & Shekhar, 2017; Insch and Sun, 2013; Sembiring, 2013; Helgesen and Nesset, 2011; Asree
et al., 2010). Furthermore, to the best of the authors’ knowledge, no research was carried out examining the
impact of digital transformation on SS in the context of private universities in Bangladesh. Therefore, this
study aims to assess how the service quality dimensions and digital transformation influence student
satisfaction and student retention (SR) in private universities in Bangladesh, which will plug the existing
research gap. The study addresses the following research questions to accomplish the aforementioned research
objective:

1. Do SERVQUAL dimensions influence student satisfaction in private universities in Bangladesh?

2. Does digital transformation influence student satisfaction in private universities in Bangladesh?

3. Does student satisfaction influence student retention in private universities in Bangladesh?

The paper is structured as follows. Firstly, the study provides a review of related literature underpinning
the study, which leads to hypotheses development and conceptual framework formulation. Secondly, the
research methodology is described, followed by the research findings. Lastly, the discussion, implications,
conclusion, limitations, and proposals for future research are discussed.

Literature Review. Service is an action that is intangibly offered for sale in the marketplace (Kotler and
Keller, 2021). Adinegara and Putra (2016) stated that higher education institutions run in the service industry
where delivering quality services can create a competitive advantage over others. Successful survival in the
education sector depends on providing quality educational services (Zhu and Sharp, 2022, Islam and Salma,
2016). But it is challenging to provide standard and quality services to the students because there is no agreed-
upon opinion regarding the standard of service quality (Sibai, 2021; Teeroovengadum et al., 2019). SQ in
higher education institutions has been defined in different literature from various perspectives. A well-known
and most acceptable service quality model known as SERVQUAL is widely used in higher education for
assessing the quality of education services (Aboubakr and Bayoumy,2022; Sydorov and Salnikova, 2021;
Goumairi et al., 2020; Chandra et al. 2019, Prakash, 2018; Saliba and Zoran, 2018). SERVQUAL model is a
multidimensional instrument offered by Parasuraman et al. (1988) that encompasses five dimensions,
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including tangibles, reliability, responsiveness, assurance, and empathy. The tangibles dimension refers to
physical aspects such as physical facilities, medical equipment, and personnel appearance.

The reliability dimension is related to the capacity of the university to deliver guaranteed service to students
dependably and accurately. The responsiveness dimension shows the university's enthusiasm to deliver
prompt education services to the students on time. On the other hand, the assurance dimension of service
quality measures employees' skills, knowledge, politeness, and capability to encourage trustworthiness,
credibility, and uprightness in delivering education services. Lastly, the empathy dimension refers to the
individualized caring attitude toward students and assesses university teachers' and staff’s capability to listen,
recognize, and solve students' issues swiftly (Parasuraman et al., 1988). Satisfaction derives from the perfect
tie of expectation and actual performance of products and services (Kotler and Keller, 2021). In the education
field, students have been mostly acknowledged as the key customers (Yusof et al.,2022; DOAN, 2021). Thus,
the triumph of a higher educational institution relies on student satisfaction (Singh and Jasial, 2021). Student
satisfaction is a passionate response to the services received from the university (Subrahmanyam, 2017).
Student satisfaction comes from the students' assessment of the educational atmosphere and their real
experience. Students will be highly satisfied when a student’s expectations and actual performance in an
educational institution match well. Consequently, satisfied students become the best advertisement for the
university (Kotler and Keller, 2021; Pham et al., 2019; Martha-Martha and Priyono, 2018). Due to the fierce
rivalry in the marketplace, service quality has become the key focus of attention for many scholars. It is
directly connected to customer satisfaction (Mulyono, 2020). Annamdevula and Bellamkonda (2016) stated
that service quality substantially impacts student satisfaction. Alsheyadi and Albalushi (2020) conducted a
study on measuring student satisfaction via the SERVQUAL model and found that tangibles, reliability,
assurance, responsiveness, and empathy dimensions significantly directly affect student satisfaction. Al-
Haddad et al. (2018) suggested that assurance, reliability, and empathy are significant predictors of student
satisfaction. Eresia-Eke et al. (2020) affirmed that service quality dimensions and student satisfaction are
positively correlated. Likewise, Marlena et al. (2022) found that the studied service quality dimension
positively affects student satisfaction. Furthermore, Agrawal et al. (2022) recommended that perceived service
quality is significantly and positively correlated to student satisfaction. Hence, the following hypotheses are
suggested accordingly:

H1: Tangibles of private universities have a significant influence on student satisfaction.

H2: Responsiveness of private university staff and teachers significantly influences student satisfaction.

H3: Reliability of private university educational services significantly influences student satisfaction.

H4: Assurance of private university teachers and staff significantly influences student satisfaction.

H5: The empathy of private university teachers and staff significantly influences student satisfaction.

Digital transformation (DT) is the use of information and innovative technology to transform different
aspects of an organization, including creating new business models, changing the way things are done now,
and improving customer service (Gong and Ribiere, 2021). Regardless of the nation, digitalization is essential,
practically, in all higher education institutions. For the changing environment, like the Covid-19 pandemic
(Decuypere et al., 2021; Bygstad et al., 2022; Sousa et al., 2022), education institutions are adopting digital
tools and techniques, which is transforming everything from the learning process (Frolova et al., 2020) to the
management in education institution (Balyer and Oz, 2018). Digital transformation in the education sector
means the modernization of education services with digital tools and techniques in a systematic way (Frolova
etal., 2020). The trendy young generation is addicted to the internet, which drives exposure to all the education
services like notices, lecture notes, lecture recordings, results, tuition fee payment, advising, and library
service via digital tools. So, universities are experimenting with different communication technologies to
boost student engagement as part of digital transformation (Santos et al., 2019). Younas et al. (2022) found
that the introduction of various technology applications in education positively impacts student satisfaction.
By embracing the digital transformation, universities can enhance their internal capacities, create long-term
competitive advantages (Mohamed Hashim et al., 2022), and ultimately increase student satisfaction (Al
Natour and Woo, 2021; Perez-Lopez et al., 2020; Van Vu et al., 2022). From the above discussion, the
following hypothesis can be posited:

H6: Digital transformation has a positive impact on student satisfaction.

Student retention is a major issue in higher education (Bowden et al., 2021). The academic industry has
found that retaining students is a challenging endeavor (Kerby, 2015). As students are part of product
development in an education service environment (Jurkowitsch et al., 2006), they are less inclined to put up
with unfavorable or poor services. Institutions that fail to ensure student retention jeopardize their reputation
(Kelmendi and Nawar, 2016), financial gain, and possibly survival (Eresia-Eke et al., 2020). Thus, higher
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education institutions must retain their students to achieve their goals (Ruth, 2015). Student satisfaction is the
core part of retaining students in the education sector (Rahman et al., 2012). Danjuma and Rasli (2012)
mentioned that satisfaction is a necessary component of customer attachment, which leads to student retention.
Cownie (2019) confirmed that augmented student experiences improve student retention. The higher the
student satisfaction, the higher the student retention in higher education institutions (Eresia-Eke et al., 2020).
Swani et al. (2022) affirmed that student retention is the outcome of student satisfaction. Likewise, Al Hassani
and Wilkins (2022) stated that student satisfaction enhances student retention in higher education institutions.
Furthermore, satisfaction has a positive influence on the retention of customers irrespective of industry (Chen
and Cuong, 2020). Based on the above discussion, the following hypothesis is proposed accordingly:
H7: Student satisfaction has a significant influence on student retention.
The conceptual model (Figure 1) derived from the literature mentioned above is as follows:

Tangibles
. H1
Responsiveness
H2
Reliability
K H7
H4 SFuden_t > Student
Assurance satisfaction retention
H5 :
Empathy H

Digital transformation

Figure 1. Conceptual Model of Student Satisfaction and Student Retention
Sources: developed by the authors.

Methodology and research methods. In order to test the hypothesized relationships, a quantitative
method using self-administered questionnaires was utilized. For testing the proposed research model, data
were obtained from the top five private university students in Bangladesh, namely Ahsanullah University of
Science and Technology, North South University, BRAC University, Independent University Bangladesh,
and East-West University. A convenience sampling method was employed for collecting data because it is the
easiest method (Malhotra, 2017; Zikmund et al., 2013). Of the 235 students who were requested to complete
the questionnaire, 210 completed the survey. After carefully screening each questionnaire, 200 usable
guestionnaires matched the requirements for this research. Thus, the response rate was 85.11%. No financial
or non-financial incentives were offered to elude socially desirable responses. The data collection took place
for two months, from July to August 2022. Table 1 demonstrates the demographic identities of the participants.
In gender distribution, 59.50% of the participants were male, and 40.50 % were female. The majority of the
respondents were aged between 20 and 25 years (74%). Furthermore, most of the respondents were from
business school (46%), followed by science (40.50%), who mainly were studying in the third year (36.50%),
followed by the fourth year (32%).

In order to confirm the reliability and validity of the constructs, all the measurement items of SERVQUAL
dimensions, digital transformation, student satisfaction, and student retention was adapted from the previous
research and further revised to make them suitable for measuring student satisfaction. A total of 22 items
under SERVQUAL dimensions were adopted from Parasuraman et al. (1991). Four items of satisfaction were
taken from Holdford and Patkar (2003). Six items of digital transformation were adopted from Van et
al.(2022), and four items of student retention were adopted from Eresia-Eke et al. (2020). A five-point Likert
Scale was used (1 = strongly disagree, 2 = disagree, 3 = neither agree nor disagree, 4 = agree, 5 = strongly
agree).
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Table 1. Demographic profile of the respondents
Variable Category Frequency Percentage
Gender Male 119 59.50%
Female 81 40.50%
Below 20 33 16.50%
Age (Year) 20-25 148 74%
25-30 19 9.50%
School of business 92 46 %
Department Science 81 40.50%
Aurts and Social Sciences 27 13.50%
First year 16 8%
Second year 39 19.50%
Academic year Third year 73 36.50 %
Fourth year 64 32 %
Other 8 4%

Sources: developed by the authors.

Table 2 shows that Cronbach alpha values of the eight factors are higher than the suggested cut-off value
of 0.70 (Heale and Twycross, 2015; George and Mallery, 2003), which indicates that the measurement scales
are reliable for further study. The data were analyzed by using the Statistical Package of Social Science (SPSS,
26.0). In this study, descriptive statistical analysis was conducted through the aggregate Mean and Standard
Deviation of each construct. Multiple Regression Analysis and Bivariate Regression Analysis were utilized
to test the proposed hypothesized relationships.

Table 2. Results of the Cronbach’s Alpha

Factors No of items Cronbach’s Alpha
Tangibles 4 0.837
Reliability 5 0.862

Responsiveness 4 0.741
Assurance 4 0.854
Empathy 5 0.792
Digital transformation 6 0.897
Student satisfaction 4 0.834
Student retention 4 0.833

Sources: calculated by the authors.

Results. Table 3 demonstrates the results of the mean and standard deviation of SQ dimensions, digital
transformation, SS, and SR. The values of standard deviations of eight factors are between 1.01 and 1.39,
indicating very little variance in student perception among measured variables.

Table 3. Results of the descriptive statistics (n= 200)

Factors Mean Standard deviation
Tangibles 3.79 1.01
Reliability 4.34 1.32

Responsiveness 4.22 1.39
Assurance 4.02 1.21
Empathy 3.10 1.11
Digital transformation 4,18 1.35
Student satisfaction 451 1.27
Student retention 4,42 1.14

Sources: calculated by the authors.

Thus, student opinion seems to be coherent regarding the respective measured variables in this research.
All the mean values are higher than the median value on the five-point Likert scale. In the case of service
quality dimensions, the highest mean value is 4.34 (reliability), followed by 4.22 (responsiveness), 4.02
(assurance), 3.79 (tangibles), and 3.10 (empathy), respectively, which are the reflection of favorable
perception regarding the service quality of private universities. On the other hand, the composite mean score
for digital transformation is 4.18, which means the students’ positive attitude toward technological aspects
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used by private universities. This positive perception of students is supported by the mean score of student
satisfaction (4.51) and student retention (4.42).

Next, the multiple regression analysis was used to measure the impact of six independent variables, i.e.,
tangibles, reliability, responsiveness, assurance, empathy, and digital transformation, on student satisfaction
(dependable variable). The model summary shows that the R-value is 0.821 (Table 4), which shows the
correlation of six independent variables with the dependent variable. Further, it is also revealed that the
coefficient of multiple determination R-Square is 0.772 (Table 4). It indicates that tangibles, reliability,
responsiveness, assurance, empathy, and digital transformation explain 77.2 % of deviations in the dependent
variable, i.e., student satisfaction. The rest of the variation (22.8%) in student satisfaction is explained by other
variables which were not considered in this research.

Table 4. Model summary
R R-Square Adjusted R-Square Std. Error of the estimate
0.8212 0.772 0.764 2.76542
a. Predictors: (Constant), Tangibles, Reliability, Responsiveness, Assurance, Empathy, and Digital Transformation
Sources: calculated by the authors.

Table 5 displays the result of the analysis of variance (ANOVA) for the model of the study. The significant
value (p-value) is less than 0.05, indicating the independent variables (tangibles, reliability, responsiveness,
assurance, empathy, and digital transformation) can substantially predict the variations of the dependent
variable (student satisfaction).

Table 5. The results of ANOVA test

Model Sum of squares df Mean square F Sig.
Regression 602.632 6 100.439 19.461 0.000***
Residual 996.021 193 5.161
Total 1368.653 199

Notes: a. Predictors: (Constant), Tangibles, Reliability, Responsiveness, Assurance, Empathy, and Digital transformation; b.
Dependent Variable: Student satisfaction, ***p < 0.01

Sources: calculated by the authors.

Finally, Table 6 illustrates the results of the hypothesis of this study. It is shown that the p-values of
tangibles, reliability, responsiveness, assurance and digital transformation are less than 0.05, which indicates
a significant impact of these five variables on student satisfaction (Table 6). Hence, H1, H2, H3, H4, and H6
are accepted. However, the p-value of empathy is significantly lower than the acceptable value (0.05), even
though it has a positive effect on student satisfaction, indicating the rejection of H5.

Table 6. Results of hypothesis testing
Unstandardized Standardized

Model coefficients coefficients t Sig.  Outcome
B Std. Error Beta
(Constant) 0.217 0.132 1.647 0.103

H1 Tangibles = Student satisfaction 0.295 0.049 0.301 5.960 0.000 Supported
H2 Reliability - Student satisfaction 0.345 0.035 0.440 9.824 0.000 Supported
H3 Responsiveness = Student satisfaction 0.418 0.035 0.432 11.795 0.000 Supported
H4 Assurance = Student satisfaction 0.043 0.017 0.084 2.512 0.014 Supported

H5 Empathy = Student satisfaction 0.024 0.035 0.023 0.674 0.502 Not
Supported
H6 Digital Transformation - Student 0.344 0.077 0.311 4,501 0.000 Supported

Satisfaction
Note: t —t-value; Sig. — Significance; B — Unstandardized coefficients; Std. Error — Standard error; Beta — Standardized coefficients.
Sources: calculated by the authors.

The data was also tested using bivariate regression to find the association between student satisfaction and
student retention. ANOVA summary (Table 7) shows that student satisfaction can significantly predict student
retention intention (F = 82.866; Sig. =0.000).
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Table 7. Results of bivariate regression analysis
R-Square F Sig.
0.588 82.886 0.000***
Note: ***p < 0.01; F — F-value; Sig. —Significance

Sources: calculated by the authors.

Moreover, Table 8 suggests that student satisfaction has a significant influence on student retention,
supporting H7 ( 0.000< 0.05).

Table 8. Results of hypothesis testing

Unstandardized coefficients Standardized

Model coefficients t Sig.
B Std. Error Beta
(Constant) 0.792 0.233 3.397 0.001
H7: Student satisfaction-> Student retention 0.750 0.082 0.767 9.104 0.000

Notes: a. Dependent variable: Student retention; t — t-value ; Sig. — Significance ; B — Unstandardized coefficients; Std. Error —
Standard error ; Beta — Standardized coefficients.

Sources: calculated by the authors.

Conclusions. The study aimed to examine how service quality dimensions and digital transformation
influence SS and SR in the context of private universities in Bangladesh. The results of the descriptive analysis
indicate that students are satisfied with the quality of private university services and digital transformation
initiatives, which were validated by the outcomes of descriptive statistics. Moreover, the hypothesized results
show that all the service quality dimensions have a significant impact on student satisfaction except the
empathy dimension, which is consistent with previous findings (Thapa, 2022; Borishade et al., 2021; Pham et
al., 2019; Gregory, 2019; Martha-Martha and Priyono, 2018). It signifies that if the student perceives the
quality of service to be high, then the student satisfaction level will be high. Thus, private universities should
focus on continuous quality improvement in all aspects of educational services by emphasizing the
attractiveness of the infrastructure, reliability of the programs, promptness of the response to student affairs,
and the assurance to provide safe and trusting educational services to students and this will invariably lead to
student satisfaction to a greater extent. The result also demonstrates that digital transformation significantly
influences student satisfaction, which is in line with the prior findings (Van et al., 2022; Alhubaishy and
Aljuhani, 2021). This outcome indicates that student satisfaction derives from the digital transformation
initiatives taken by private universities. Hence, private universities should accelerate the digital transformation
process in admission, live classroom, examination, e-library, seminars, and training programs to easily adopt
blended learning programs. Lastly, the results affirm that student satisfaction significantly influences student
retention, which is congruent with the prior findings (Eresia-Eke et al., 2020). This finding suggests that
satisfied students intend to pursue their undergraduate and postgraduate degrees from the same university and
also act as university brand ambassadors. Hence, private universities should focus on more visible engagement
with students to satisfy them, which catalyzes student retention. The study investigates the impact of service
quality dimensions and digital transformation influence SS and SR in the education industry in Bangladesh.
The findings reveal that four elements (tangibles, reliability, responsiveness, and assurance) substantially
impact student satisfaction, except the empathy dimension. It is because students ponder that personalized
services or individual attention are not critical elements to crafting a high level of satisfaction. The finding
illustrates that digital transformation substantially affects student satisfaction, which indicates a positive
attitude toward the digital transformation process in the 21% century. The findings also stated that there is a
significant influence of student satisfaction on student retention. As student satisfaction is a key determinant
of the sustenance of the private university, private universities should prioritize service quality dimensions
and digital transformation, which influence student satisfaction. There are some limitations to this study. First,
this study focused on a single industry in a single country, namely the education industry in Bangladesh.
Second, the study was limited to some selected private universities in Dhaka; however, future studies may
include public universities in Dhaka and other places so that the findings can be generalized in a large setting.
Future studies should consider student engagement and hedonic and utilitarian value perceptions to extend the
existing model.
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VY XXI cToniTTi eKOHOMIYHHI Ta TEXHOJOTIYHMI PO3BUTOK KpaiHM 3HAYHOIO MipOIO 3aJIEXKHTh Bijl PIBHS Ta SIKOCTI
BHUIIOT OCBITH. Y CTaTTi 3a3HaY€HO, 1110 OUIBIIICTH 3aKJIa/iB BUIIOI OCBiTH baHrnanenty € npuBaTHUMH Ta MPOIOHYIOTh
OCBITHI HOCIIyTH Ha psijly 3 Aep>KaBHUMH ((PIHAHCOBAaHMMH YpPSJIOM) YHIBEepCHUTETaMU. METOI0 JTaHOTO JOCHIDKEHHS €
BU3HAYCHHS BIUIMBY SIKOCTI MOCIyr Ta mmdpoBoi TpaHchopmallii Ha 3aJ0BOJICHICTh CTYNCHTIB Ta X 3aJydeHHS Y
MpuUBaTHI yHIBepcuTeTH banrmanenry. BuximHi qani ajist JOCHiKeHHS C(POPMOBAHO HA OCHOBI Pe3yJIbTaTiB aHKETYBAHHS
CTYNICHTIB 3 M'ATH HaHKpamlNX NPHUBATHUX YHiBepcuTeTiB baHrmamemry. 3aramom, 10 aHKETyBaHHsS 3allydeHo 235
CTYIIeHTiB, 3 sAkux 210 Hajgamu BIiAMIOBiAI HA NMUTAHHSA aHKETH. 3a Pe3yJbTaTaMH PETEIHHOTO ONPAIIOBAHHS AHKET,
aBTopamMu BuiIydeHO 10 HepeJIeBaHTHHX aHKET. Y XOJi JOCHIDKEHHS C(HOPMOBAHO Ta 3OIHCHEHO MEpEeBipKy
KOHIICNITYaTbHOI MOJIENi, SKa CKJIAAA€ThCS 13 BOCBMHU (PaKTOPiB, BKIIOYaloun Im'ate BuMipiB Momemi SERVQUAL, a
TakoXK IUQPOBY TpaHChHOpMaIlito, 3aI0OBOJEHICTh CTYIASHTIB Ta iX 3aJy4eHICTh. ABTOpPaMH 3IIMCHEHO TMEPEBIpKYy
FiMOTETHYHUX 3B'A3KIB 33 JIONIOMOTOK) OINKCOBOI CTATUCTHKH (CEpEeJHE 3HAUCHHS Ta CTAHAAPTHE BiJXWICHHS),
MHOXXHHHOTO PErpEeCiifHOr0 Ta JBOBUMIPHOTO PErPECiiHOTO aHali3y 3 BUKOPUCTAHHSIM IMPOTPAMHOTO 3a0C3MCUCHHS
SPSS 26.0. 3a pe3yapTaraMd eMIIIPHYHOIO aHAIi3y BCTAHOBJICHO, IO CTYACHTH € 330BOJICHUMHU SIKICTIO MOCIYT
NPUBATHUX YHIBEPCHUTETIB Ta IU(PPOBOIO TpaHCHOPMAIiEI0 B YHIBEPCHTETi. ABTOPY BCTAHOBHJIM, 1[0 BCi TIOKa3HUKU
SIKOCTI MOCIYT (32 BUHATKOM €MIIaTii) MaroTh MO3UTUBHUII Ta CYTTEBMI BIUIMB Ha 33JJOBOJICHICTH cTyAeHTiB. [lo Toro,
CYTTEBHM BIUIMBOM Ha 33/I0BOJICHICTh CTYAEHTIB € BIUIMB 1IN PoBOi TpaHchopmauii. OTpuMaHi pe3yabTaTH 3acBiquiiIy,
IO 33JI0BOJICHICTH CTYAEHTIB Ma€ MO3WUTHBHHM Ta 3HAYyNIWH BIUIMB Ha PiBEHb IX 3aJIy4eHOCTi B yHiBepcuTeTi. 3a
pe3ysbTaTaMy aHalli3y HayKOBHX HaIpalloBaHb 3 JOCII/DKYBaHOI TEMAaTHKH, aBTOPAaMH HAaroJoIIEHO Ha BiJICYTHOCTI
PpoOIT, MPUCBSIYCHUX AOCIIIPKEHHIO BIUIUBY MOKA3HUKIB SKOCTI IMOCTYT Ta II(poBoi TpaHCPOpMAIlii Ha 3aJOBOJICHICTh
CTYHEHTIB Ta iX yTpHMMaHHS B INPUBaTHUX YHiBepcureTax banrmanenry. PesynmbraTé HOCHIIKEHHS MOXYTh OyTH
KOPHCHHMHM 3aKJIaJaM BHINOI OCBITH TNpH pO3pOOJIEHHI CTpaTerii BIOCKOHAJIEHHS SKOCTI MOCIyr Ta IU(poBOI
TpaHcdopMariii 3 METOIO IiABHUIICHHS 3aI0BOJICHOCTI CTYACHTIB Ta IX YTPUMAaHHS Y BHCOKOKOHKYPEHTHHX 3aKJalax
BUINOI OCBITH. BpaxoByoun OTpuMaHi pe3ynbTaTH, aBTOPAMHU HAaroJOIIEHO, IO JUIS BIKUBAHHS Ta PO3BHTKY BHIIO]
ocBiTH B XXI cTOITTI, HEOOXiTHUM € 3iHCHEHHS MUPPOBOI TpaHChHOopMaIii.

KurouoBi ciioBa: mudpoBa TpaHcdopMalrisi, BUIA OCBITa, SKICTh MOCIYT, YTPUMAHHSA CTYACHTIB, 3aJ0BOJICHICTh
CTY/ICHTIB.
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