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Abstract

The purpose of this research is to determine whether
the students’ perceptions about the quality of the
service in higher education and school climate differ
significantly in terms of different variables. The re-
search also aims to investigate whether there exists a
significant relation between the quality of service in
higher education and school climate. The study group
of the research consists of 588 students at a state
university in 2017-2018 academic years. The data was
obtained through the ‘Scale of Service Quality in
Higher Education’” and ‘School Climate Scale’. It was
concluded that there is a positive, medium and signifi-
cant relation between service quality and school
climate. The results also revealed that school climate
perceptions differ significantly in terms of school type
and university club membership variables while ser-
vice quality perceptions differ significantly in terms of
gender, order of school preference and grade level.

Ozet

Bu arastirmanin amaci, yiksekdgretimde hizmet
kalitesi ile okul iklimi algilarinin gesitli degiskenler
agisindan anlamh farklilik gosterip gostermediginin
belirlenmesidir. Arastirmada ayrica yiksekogretimde
hizmet kalitesi ile okul iklimi arasinda anlamli bir iligki
olup olmadiginin incelenmesi de amaclanmaktadir.
Tarama modelinde tasarlanan arastirmanin galisma
grubunu 2017-2018 akademik yilinda bir devlet Uni-
versitesinde 6grenim goren 588 6grenci olusturmakta-
dir. Arastirma verileri “Okul iklimi Olgegi” ve “Yiikse-
kégretimde Hizmet Kalitesi Olgegi” vasitasiyla toplan-
mistir. Arastirmada, yuksekogretimde hizmet kalitesi
ile okul iklimi arasinda pozitif, orta diizeyde ve anlaml
bir iliski oldugu sonucuna ulasilmistir. Arastirma sonug-
lari ayrica, yuksekogretimde hizmet kalitesi algisi
cinsiyete, tercih siralarina ve sinif diizeyine gore an-
lamli farklilik gosterirken, okul iklimi ise okul tlriine ve
kulip tyesi olma durumlarina goére anlamh farklilik
oldugunu ortaya gikarmistir.
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1. Introduction

In the 21st century, almost all countries’ primary aim is to improve quality in educa-
tion. One of the fundamental reasons for the improvement in the quality of education is
the desire of countries to increase their levels of education. Because, education has a

Soner ARIK, Dr., Nigde Omer Halisdemir Universitesi, Yabanci Diller Yiiksekokulu, sarik@ohu.edu.tr ORCID ID or-

cid.org / 0000-0002-5338-9238

Makale Génderim Tarihi 20/10/2018
Makale Kabul Tarihi 29/03/2019



Soner ARIK

direct impact on the products and services presented in all other sectors. As stated by
Uysal and Ersun-Aydemir (2016, p. 276), the cultural, economic and political develop-
ment levels of communities are in direct proportionate to the importance they attach to
education. Education is among the most powerful steps in poverty and inequality reduc-
tion and it also underlies economic development.

The level of knowledge and competency that human capital have and their ability to
access and use knowledge is directly related to the quality of education and service re-
ceived (Yokus, Aycicek and Yelken, 2017, p. 4). In raising the human capital countries
need for sustainable development and competition, higher education institutions are
among the most important factors (Dlaci¢, Arslanagi¢, Kadi¢-Maglajli¢, Markovi¢ &
Raspor, 2014, p. 141). In this regard, the services presented in universities as the institu-
tions in which undergraduate and graduate education are given and individuals with the
necessary fund of knowledge are raised are of great importance. Because, the services
presented in these institutions play a crucial role in shaping the futures of not only those
institutions but also other institutions and countries.

Service is a labour-intensive concept that is consumed the moment it is produced. It
requires a continuous communication between the supplier and the consumer and it
provides different benefits to the consumers (Uygur, 2007, p. 39). Service is an abstract
concept that does not contain ownership and it is perceived as benefit or satisfaction by
the consumers (Eser, 2007, p. 2; Kuiglkaltan, 2007, p. 32). Dértyol (2012,p. 89) states that
service should be considered and arranged on the basis of consumer viewpoints so that it
can satisfy the consumers’ desires and needs.

Corresponding to the general definition of service, the services given in universities
are also abstract, they are produced and consumed concurrently and they are not ho-
mogenous (Sahin, 2011, pp. 60-61). Quality is defined as the conformity with aim, use,
need and standard (Cabuk, 2018, p. 10). In the quality of service, which is defined as the
gap between the service expected and presented, the emphasis is laid on the satisfaction
of the consumers’ expectations (Sahin, 2006, p. 34; Yousapronpaiboon, 2014, p. 1089).
Quality of service wouldn’t exist without the consumers’ expectations about service (D6-
rtyol, 2012, p. 100). Although it is not considered ethical to define students as consum-
ers, the fact that especially higher education has become a global marketplace causes
students to be considered as customers (Mohamad Yusof, Hassan, Abdul Rahman &
Ghouri, 2012, pp. 36-37). Higher education institutes find themselves in fierce competi-
tion with others in this global marketplace. Therefore they lay great emphasis on the
quality of services they offer, which is not surprising (O’Neill, 2000; Durvasula, Lysonski,
& Madhavi, 2011). Considering that there are so many providers worldwide in higher
education sector, many universities feel the need to focus on their students as their cus-
tomers and their opinions about the service they are offered (Wright, 2000, p. 39). In this
context, determining the gap between the university students’ expectations and percep-
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tions as to the services given by universities can contribute both to the determination of
strategies for improving the quality of education and to the development of student-
based services (Aytar, Cil, Hosbay Bayraktar ve Soylu, 2018: p. 247). Student-based, quali-
ty and innovative services that meet the expectations of students improve the students’
perceptions about their schools (Kogoglu, 2018), which enables a positive school climate.

School climate is directly related to many aspects of education process (Thapa, Cohen,
Guffey ve Higgins-D’Alessandro, 2013: pp. 363-364).Those aspects that are defined as
academic climate, social relations, security and institutional environment (Wang and
Degol, 2016: p. 317) are exemplified as academic support, the quality of communication
with teachers and peers, school security and structural organization (Zullig, Koopman,
Patton and Ubbes, 2010: p. 141). School climate is based on the individuals’ experiences
in school life and reflects norms, aims, values, inter-personal relations, teaching and
learning practices and organizational structures (Cohen, McCabe, Michelli and Pickeral,
2009, p. 182). Meristo and Eisenschmidt (2014, p. 2) define school climate as the com-
mon beliefs and shared experiences among the internal stakeholders of schools. Accord-
ing to the definition by Hoy and Miskel (2005), school climate refers to the internal prop-
erties of school that differ from school to school and affect the behaviours of school
members. Considering the definition of organizational climate made by Barutcugil (2004),
it is understood that school climate represents the levels of the adoption of school’s
aims, acceptance of value judgements, conformance with school norms and display of
the expected behaviours by the stakeholders of schools.

School climate, which is determined by the quality and properties of school, affects
both academic motivation and academic achievement (Celik, Terzi and Giltekin, 2017, p.
424). It is also stated in literature that school climate is a factor that determines the rela-
tion between service quality and student success (Uline and Tschannen-Moran, 2008, p.
66) and that it includes unwritten beliefs, values and behaviour patterns (Walsh, 2000). It
is of great importance for the emotional, social and academic achievements of every
single stakeholder of schools (Bradshaw, Waasdorp, Debnam and Johnson, 2014, p. 593;
O'malley, Voight, Renshaw and Eklund, 2015, p. 4) and is based on the quality of relations
between the stakeholders of schools (Demaray, Malecki and Jenkins, 2012). Bocchi, Doz-
za, Chianese and Cavrini, (2014, p. 4643) argue that positive school climate improves
learning level along with students’ academic achievements. In literature, it is revealed
that positive school climate affects student success positively (Schagen and Hutchison,
2003; Berkowitz, Moore, Astor and Benbenishty, 2017). According to Erglin, Akcaoglu and
Unver (2018, p. 482), school climate affects students’ senses of belonging to school in
addition to school reputation and student-friendly school environment will increase stu-
dents’ senses of belonging to school. Another factor that has an effect on students’ sens-
es of belonging to school is the quality of service given in schools and this makes it signifi-
cant and necessary to take students’ opinions about the quality of service given by their
schools into consideration (Yokus, Aycicek and Yelken, 2017, p. 4). All the stakeholders of
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schools and every variable related to schools affect school climate and academic
achievement, which is among the primary goals of schools (Akbaba and Erdogan, 2014, p.
225).

The primary purpose of this research is to determine whether there is a significant re-
lation between university students’ perceptions as to school climate, which is also re-
ferred as school identity, and service quality, which is one of the variables that affect
school identity. In addition to this primary purpose, it is also aimed to test whether stu-
dents’ perceptions about school climate and service quality differ significantly in terms of
different variables. In accordance with these purposes, the following research questions
are determined:

1. What is the level of relation between service quality in higher education and school

climate?

1.1. Do university students’ perceptions as to the service quality in higher education
and school climate differ in terms of gender?

1.2. Do university students’ perceptions as to the service quality in higher education
and school climate differ in terms of school type?

1.3. Do university students’ perceptions as to the service quality in higher education
and school climate differ in terms of order of school preference?

1.4. Do university students’ perceptions as to the service quality in higher education
and school climate differ in terms of grade level?

1.5. Do university students’ perceptions as to the service quality in higher education
and school climate differ in terms of university club membership?

1.6. Do university students’ perceptions as to the service quality in higher education
and school climate differ in terms of mother-father educational attainment?

2. Method

This research is designed in survey model because it aims to “describe a past or cur-
rent situation as it is” (Karasar, 1999, p. 77). The study group of the research consists of
588 students who studied at a state university in 2017-2018 academic years.

The data were collected through School Climate Scale by Terzi (2015) and Service
Quality Scale by Bektas and Akman (2013), both of which are 5-likert type. School Climate
Scale and Service Quality Scale consist of 17 and 46 items respectively. The researcher
got permissions via e-mail for applying the scales for academic purposes. Exploratory

factor analysis revealed that total variances explained by School Climate Scale and Ser-
vice Quality Scale were 63% and 48,50% respectively. The Cronbach Alpha value of School
Climate Scale was .839 and that of Service Quality Scale was .763. It was concluded that
both scales were valid and reliable.
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3. Findings

The data were analysed through Kolmogorov-Smirnov test to determine whether they
were normally distributed and it was found that they were not normally distributed.
Therefore, Mann-Whitney U test and Kruskall Wallis test were used for data analysis.

In Table 1, findings about the relation between the students’ perceptions about ser-
vice quality in higher education and school climate are presented.

Table 1. The Correlation Table Showing the Relation Between Service Quality In Higher
Education And School Climate

School Climate
,387
Service Quality in Higher Education p ,000
n 588

As it can be understood from the findings in Table 1, there is a positive, medium and
significant relation between service quality in higher education and school climate
(r=,387; p<0,05).

In Table 2, the data showing the difference between the students’ perceptions about
service quality in higher education and school climate in terms of gender are given.

Table 2. Mann Whitney U Test Showing the Difference Between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of Gender

Scale Gender N Mean Rank Sum of Ranks V4 p
Female 336 308,88 103782,00
sSQ Male 252 275,33 69384,00 2,372 ,018
Total 588
Female 336 304,10 102176,00
sC Male 252 281,71 70990,00 1,584 ,113
Total 588

Table 2 shows that service quality in higher education differs significantly in terms of
gender (z=2,372; p<0,05) while school climate does not differ (z=1,584; p>0,05). Consid-
ering the mean ranks of the findings about service quality, it is seen that the difference is
in favour of the female.

In Table 3, the data show the difference between the students’ perceptions about
service quality in higher education and school climate in terms of school type.



Soner ARIK

Table 3. Kruskall Wallis Test Showing the Difference Between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of School Type
Source of Difference

School N  Mean Rank X? (MWL)
Faculty 296 300,04
High-School (HS) 120 288,37
SQ Vocational School 172 289,24 ,637 ,727 -
(VS)
Total 588
Faculty 296 299,61
High-School 120 325,07 Faculty-VS
1
S¢ Vocational School 172 264,37 9,59 /008 HS-VS
Total 588

According to the findings in Table 3 school climate differs significantly in terms of
school type (X?=9,591; p<0,05) while service quality does not significantly differ in terms
of the same variable (X?=,637; p>0,05). Mann Whitney U test results showed that the
difference found in school climate was in favour of the students in vocational school.

In Table 4, the data showing the difference between the students’ perceptions about
service quality in higher education and school climate in terms of order of school prefer-
ence are presented.

Table 4. Kruskall Wallis Test Showing the Difference Between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of Order Of School Preference

Order of School Source of Difference
Prefe];ence N Mean Rank X P (I\; Wg;
1 110 301,14
2 54 339,17
2-4+
sQ 3 30 349,10 9,030 ,029 3_4+
4+ 394 282,37
Total 588
1 110 294,90
2 54 318,24
SC 3 30 274,50 1,522 ,677
4+ 394 292,66
Total 588

The findings in Table 4 show that service quality in higher education differs signifi-
cantly in terms of order of school preference variable (X?=9,030; p<0,05) while school
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climate does not differ significantly in terms of the same variable (X?=1,522; p>0,05). It is
understood from the Mann Whitney U Test results that there are significant differences
between the service quality perceptions of students who preferred their schools in the
fourth order and over the fourth order. Also, a significant difference exists between the
service quality perceptions of students who preferred their schools in the second order
and third order. The differences are in favour of those who preferred their school in the
second and third orders.

In Table 5, the data show the difference between the students’ perceptions about
service quality in higher education and school climate in terms of grade levels.

Table 5. Kruskall Wallis Test Showing the Difference Between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of Grade Levels

Grade ) Source of Difference
Level N Mean Order X p (MWU)
1 154 332,03
2 418 279,24
sQ 3 16 332,00 11,697 ,003 1-2
Total 588
1 154 291,64
2 418 293,46
SC 3 16 349,13 1,719 ,423 e
Total 588

According to Table 5, service quality perceptions differ significantly in terms of grade
level variable (X?=11,697; p<0,05) but school climate perceptions do not differ significant-
ly in terms of the same variable (X?=1,719; p>0,05). The Mann Whitney U test results
show that the difference in service quality perceptions is between the students studying
at 1st and 2nd grades and that the difference is in favour of students at 1st grade.

In Table 6, the data showing the difference between the students’ perceptions about
service quality in higher education and school climate in terms of accommodation and
mother’s educational attainment variables are given.
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Table 6. Kruskall Wallis Test Showing the Difference between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of Accommodation And Mother’s
Educational Attainment Variables

Source of Difference

Accommodation N Mean Rank X? p (MWU)
Dormitory 432 285,77
Home with friends 78 316,65
A “Home with family 78 320,71 4,333 A15
Total 588
Dormitory 432 296,31
Home with friends 78 269,04
SC THome with family 78 309,96 2,454 ,293
Total 588
Mother’s Educa- Source of Difference
tional Attainment N Mean Rank X P (MWU)
Illiterate 40 312,10
Primary School 312 289,77
Secondary School 114 313,48
sQ Lycee 100 283,20 3,012 ,698
Bachelor’s Degree 18 292,83
Post-graduate 4 236,50
Total 588
llliterate 40 287,80
Primary School 312 287,99
Secondary School 114 302,69
SC Lycee 100 299,22 3,030 ,695
Bachelor’s Degree 18 318,94
Post-graduate 4 408,00
Total 588

As it can be understood from the findings in Table 6, service quality perceptions
(X?=4,33/3,01; p>0,05) and school climate perceptions (X?=2,454/3,03; p>0,05) do not
differ significantly in terms of either accommodation or mother’s educational attainment
variables.

In Table 7, the data show the difference between the students’ perceptions about
service quality in higher education and school climate in terms of university club mem-
bership.
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Table 7. Mann Whitney U Test Showing the Difference Between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of University Club Membership

Club Member-

Scale ship N Mean Rank  Sum of Means V4 p
Yes 136 281,10 38230,00
sQ No 450 297,25 133761,00 ,976 ,329
Total 586
Yes 136 348,63 47414,00
SC No 450 276,84 124577,00 4,340 ,000
Total 586

According to Table 7, service quality perceptions do not differ significantly in terms of
university club membership variable. On the other hand, school climate perceptions of
students differ significantly in terms of the same variable and the means ranks as to
school climate show that the difference is in favour of the students who are members of
a club at university.

In Table 8, the data showing the difference between the students’ perceptions about
service quality in higher education and school climate in terms of the type of lycee from
which the participants graduated are presented.

Table 8. Mann Whitney U Test Showing the Difference Between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of The Type Of Lycee The Participants
Graduated From

Type of
Scale N Mean Rank Sum of Means z p

Lycee
State 526 292,28 153737,00

SQ Private 56 284,21 15916,00 ,341 ,221
Total 582
State 526 291,00 153065,00

sC Private 56 296,21 16588,00 ,733 ,825
Total 582

The findings in Table 8 show that students’ perceptions about neither service quality
(z=,341; p>0,05) nor school climate differ (z=,733; p>0,05) significantly in terms of type of
lycee from which the participants graduated.
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In Table 9, the data show the difference between the students’ perceptions about
service quality in higher education and school climate in terms of father’s educational
attainment.

Table 9. Kruskall Wallis Test Showing the Difference Between Service Quality (SQ) In
Higher Education And School Climate (SC) In Terms Of Father’s Educational Attainment

Scales Father’s Educa- . Source of Differ-
tional Attainment N Mean Rank X p ence
(MWU)
Illiterate 12 125,67 Illiterate-Primary
Primary School 182 283,05 School
Secondary School 184 311,61
sQ Lycee 132 296,61 20,959 001 Illiterate-
Bachelor’s Degree 76 311,00 Secondary School
Post-graduate 2 9,50 _
Total cs8 lliterate-Lycee
llliterate 12 220,33
Primary School 182 277,26 llliterate-
Secondary School 184 316,89 Secondary School
SC Lycee 132 312,27 14,527 ,013
Bachelor’s Degree 76 268,68 Illiterate-Lycee
Post-graduate 2 56,50
Total 588

According to Table 9, service quality (X?=20,959; p<0,05) and school climate
(X?=14,527; p<0,05) perceptions differ significantly in terms of father’s educational at-
tainment variable. Mann Whitney U test results show that the difference is against stu-
dents who fathers are illiterate in both service quality and school climate.

4. Discussion and Results

The findings of the research show that there is a positive, medium and significant rela-
tion between service quality in higher education and school climate. As a result, it can be
claimed that the quality of the service given in higher education institutions also affects
school climate. This result coincides with Erdogan and Akbaba’s (2014) view that all the
variables related to school affect school climate positively or negatively.

The findings in terms of gender show that university students’ perceptions about ser-
vice quality in higher education differ significantly in favour of women. In other words,
female university students are more satisfied with the quality of the services given by
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their universities, which corresponds to the results of the study by Cokluk-Bokeoglu and
Yilmaz (2007) who revealed that the means of female university students’ perceptions
about the quality of services in higher education are high in comparison with those of
male students. On the other hand, the result is inconsistent with the results of the stud-
ies conducted by Yokus, Aycicek and Yelken (2017) and Aktel, Davras and Cetinceli
(2017). According to Yokus, Aycicek and Yelken (2017), the faculty of education students’
perceptions about quality of service in higher education do not differ significantly in
terms of gender. In contrast to the results of both studies, Aktel, Davras and Cetinceli
(2017) revealed that male university students were more satisfied with the quality of the
services given by their universities.

The results of this research about the perceptions of students on school climate show
that there is no significant difference between the means of male and female students.
This result is consistent with the results of the study by Celik, Terzi and Gultekin (2017),
who are among the few researchers who investigated school climate in higher education.
The researchers also revealed that university students’ perceptions about school climate
were similar irrespective of their genders. Similarly, the results of the study by Tavsanl,
Birgll and Oksal (2016) found that gender did not predict any sub-dimensions of stu-
dents’ perceptions about school climate. On the other hand, there are also studies in
literature whose results contradict with the results of this research and reveal that fe-
male students’ perceptions about school climate are more positive than those of male
ones (Terzi, 2015; Ozdemir, Sezgin, Sirin, Karip and Erkan, 2010; Dogan, 2012; Sarag,
2015; Aydin, 2010; Dogan, 2011; Akman, 2010; Demir, 2008; Kilig, 2010 and Bahgetepe,
2013). Among these studies, the one by Terzi (2015) showed a similar result to the results
of this research only in the learning environment dimension of school climate.

No significant difference was found between the service quality perceptions of stu-
dents in terms of school type. However, it was found that perceptions of high school
students about school climate were more positive than those of vocational school or
faculty students. This result couldn’t be discussed within the context of literature as no
research comparing students’ perceptions about service quality in higher education and
school climate on the basis of school type could be found in literature.

Students’ perceptions about the quality of service in higher education were compared
in terms of students’ order of school preference. It was found that the perceptions of
students who preferred their school in the second and third order were more positive
than those of students who preferred their schools in the fourth or further orders respec-
tively. On the other hand, the results of the research revealed that students’ perceptions
about school climate were not affected by their orders of school preference. These re-
sults couldn’t be discussed within the context of literature as any researches comparing
students’ perceptions about service quality and school climate on the basis of order of
school preference couldn’t be found in literature.

11
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It was tested whether students’ perceptions about service quality in higher education
and school climate differed significantly in terms of accommodation, mother’s educa-
tional attainment and type of school they graduated. The results revealed that none of
these variables predicted students’ perceptions about service quality in higher education
and school climate. The results were similar to the results of a study which found that
students’ levels of satisfaction with their departments did not differ significantly in terms
of type of school they graduated (Ayik, Ozdemir and Yavuz, 2007). On the other hand, the
results of this research are inconsistent with the results of the study by Sarag¢ (2015)
which revealed that mother’s educational attainment level predicted secondary school
students’ perceptions about school climate.

The research tested whether students’ club memberships at university predicted their
perceptions about the quality of service in higher education and school climate. Accord-
ing to the results, their school climate perceptions differed significantly in terms of uni-
versity club membership variable while there was no significant difference in their per-
ceptions about the quality of service in higher education. The analysis of the source of
difference in school climate perception showed that those who were members of any
university club had more positive perceptions. These results couldn’t be discussed within
the context of literature as any researches comparing students’ perceptions about ser-
vice quality and school climate on the basis of order of university club membership varia-
ble couldn’t be found in literature.

The results of the study revealed that students’ perceptions about the quality of ser-
vice in higher education and school climate differed significantly in terms of father’s edu-
cational attainment. According to these results, it was found that the perceptions of stu-
dents whose fathers were illiterate were more negative than those of other students.
These results contradict with results of the study by Sara¢ (2015), who found that the
school climate perceptions of the students whose fathers were primary school graduates
were more positive in terms of the supportive teacher behaviours and success-
orientedness sub-dimensions while those of the students whose fathers were literate
were higher in terms of peer interaction and safe learning environment sub-dimensions,
which partly coincides with the results of this research.

In the research, a significant difference was found between students’ perceptions
about the quality of service in higher education in terms of grade level. The results
showed that the students who studied at the 1t grade had more positive perceptions
than did those who studied at the 2" grade. Yokus, Aycicek and Yelken (2017) found a
similar result. However, in contrast to the results of this research, they revealed that the
difference was in favour of the students at 3™ grade, not of those at 1° grade. Beaumont
(2012) also asserted a similar result and stated that, being affected by such factors as
reputation and performance, students’ perceptions about service quality may differ as
years pass during their higher education period.

12
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The results of the research showed that no significant difference existed between
students’ perceptions about school climate in terms of grade levels. This result coincided
with the results of the study bu Tavsanli, Birglil and Oksal (2015). Similarly, Sara¢ (2015)
also found in his study on secondary school students that students’ perceptions about
school climate differed in terms of grade level. On the other hand, Terzi and Uyangér
(2017) revealed that the school climate perceptions of students who studied at the 4t
grade at the faculty of education were more positive in comparison with those of stu-
dents at other grade levels and this is inconsistent with the result of this research.

5. Suggestions

There are studies in literature which suggest that school climate affects academic
achievement negatively of positively. A result of this research reveals that there is a posi-
tive significant relation between the students’ perceptions about the quality of service
and school climate. From this viewpoint, it can be stated that students’ levels of satisfac-
tion with the quality of service they receive may also affect their academic achievements.
Therefore, higher education institutions are recommended to evaluate the levels of their
students’ satisfaction with the quality of services and to make improvements in the quali-
ty of services they give accordingly.

Although there are different results in literature, the results of this research reveal a
difference in the perceptions of service quality in higher education in terms of gender.
Thus, it is recommended that higher education institutions should evaluate the results of
the satisfaction surveys they apply taking gender variable into consideration so that the
changes and improvements they make in their services will contribute to the improve-
ment of the quality of educational services.

The result that school climate perceptions differ significantly in terms of school type
appears to be an important criteria to be specifically considered in both evaluating the
results of any school climate assessment practices and making changes and arrange-
ments according to those results. Thus, higher education institutions should evaluate
their students’ perceptions about school climate not only in general terms but also on the
basis of school types. It is also suggested for further studies that school climate percep-
tions of university students should be investigated within its sub-dimensions in terms of
school type variables.

Higher education institutions should set up as many and varied clubs as possible and
develop processes to encourage their students to join those clubs. Because the results of
this research show that being a member of a club at university leads to positive percep-
tions about school climate which, in turn, is thought to result in better academic
achievement. On the other hand, no research could be found in literature that tests
whether there is a direct relation between university club membership and academic
achievement. Therefore, it is suggested that researchers should conduct studies with
such purpose.

13
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It was concluded that students who did not prefer their schools within their first three
orders of preference were less satisfied with the quality of the service their school gave.
It is suggested that a study should be conducted in order to discover the reasons for this
result in detail as such a study could both make a significant contribution to the literature
and provide a different perspective for the higher education institutions in their efforts to
assess the quality of the services they present.
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