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Proposed administrative mechanisms to improve the
Perceived Quality of Inclusive Education Services for
Students with Disabilities at Suez Canal University

Using the SERVQUAL Model
Abstract:

The research aimed to present some of proposed administrative
mechanisms to improve the perceived quality of university services in
light of the application of Inclusive Education for students with
disabilities at Suez Canal University in light of the results of the
SERVQUAL model for measuring the gaps between perceptions and
expectations. To achieve this, the research relied on the case study
method, with the use of the SERVQUAL model tool to measure the gaps
between the expectations of students with disabilities for the quality of the
Inclusive services provided to them, in addition to using The focus group
tool to discuss the problems of Inclusive at the university and ways to
overcome them. The research yielded many results: Students with
disabilities poses a major challenge for any university, not only with
regard to making modifications to the university buildings, but even on
other related levels. The admission system, choosing courses and teaching
methods, making amendments to the curricula, and methods of holding
tests and evaluation. Also, the perceptions of students with disabilities of
the quality of Inclusive services actually provided by Suez Canal
University Management are significantly lower than their expectations for
the level of quality of these services. Accordingly, some proposed
administrative mechanisms were presented to improve the perceived
quality of Inclusive services at the university. These mechanisms were
distributed across the five dimensions of the SERVQUAL model, which
are: (Tangibles, Reliability, Responsiveness, Assurance, Empathy), in
addition to proposing requirements to ensure the appropriate
implementation of these mechanisms.

Keywords: Perceived Quality, Inclusive education, students with
Disabilities - SERVQUAL Model.
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