TopaiirbIpoB YHHBePCHTETIHIH

FBIJIBIMHU KYPHAJIbBI

HAYUYHBIN JKYPHAI

TopaiireipoB yHuBepcura

TopaiirbIpoB YHUBEPCHUTETIHIH
XABAPHIBICHI

IKOHOMHUKAJIBIK CEPHACHI
1997 xplnad 6acTal IIBIFaIbl

BECTHHUK
TopalrsIpoB yHUBEpPCUTETA

JKOHOMHYECKasI cepust
Usmaercs ¢ 1997 rona

ISSN 2710-3552
Ne 1 (2025)
IlaBaonap



HAYYHBIN )KYPHAJI

TopaiirbipoB yHUBepcuTeTa

DKOHOMHUYeECKasH cepust
BBIXOJIMT 4 pasa B roj

CBUIETEJIBCTBO
0 MTOCTaHOBKE Ha MepeyyeT MePUOANYECKOro e4aTHOTO U3JaHusl,
HMH(OPMAIIMOHHOTO areHTCTBA U CETEBOTO M3IaHUs
Ne KZ93VPY 00029686

BBIIaHO
MHUHHCTEPCTBOM MH(POPMAIIUU U KOMMYHHUKALU
Pecnyonuku Kazaxcran
TemaTnueckasi HANPaBJIEHHOCTH
myOJIMKaIMs MAaTepUaioB B 00JIACTH SKOHOMHKH, YIIPABJICHHS,

(bI/IHaHCOB, 6yXFaJITepCKOI‘O y4d€Ta u ayaura

IMoxnucHoii ungexe — 76133

https://doi.org/10.4808 1/HXBZ3185

Bac perakTopsl — I1aBHBI pelaKTop
Hasunenxo JI. M.

dokmop PhD
3aMecTHTEINb TIIaBHOTO pelakTopa I'pebnes JI.. C., 0.3.H., npogheccop
OTBETCTBEHHBIH CEKpeTaphb IIepumosa H. M., macucmp

Pepaxkuus aiakachl — PeqakumonHasi KoJJIerust

HImapmoBekas I. A., 0.9.H., npogheccop (benapycy),

KynszoB E. K., odoxkmop PhD, ooyenm,

Anmvas TomeiMOex, ooxkmop PhD, npogheccop (CLLIA);
Myxkuna I*. C., odoxkmop PhD,accoy. npogheccop, doyenm;
Aunraiibaesa XK. K., K.9.H.

Mycuna A. XK., K.9.H., accoy. npogheccop, 00yenm;
TutkoB A. A., K.9.H., OOyeHm,

Owmaposa A. P. exHu4ecKull peoakmop.

3a JOCTOBEPHOCTH MAaTECPHUAJIOB U PEKJIAMBI OTBETCTBEHHOCTBE HECYT aBTOPBI U PEKJIAMOAATEITH
Penakums ocrasisier 3a co00if IpaBo Ha OTKIOHEHHE MaTEPUAIIOB
l_[pl/l HMCTIOJIb30BAHWH MATEPHAJIOB )KypHalla CCbUIKA Ha «BectHuk TOpaﬁl'BIpOB YHHUBEPCUTETa» o0s13aTebHA

© TopaliTEIpOB YHHBEPCUTET



Becruuk Topaiirsipos yHusepcurera, ISSN 2710-3552 Oxonomuueckas cepusi. Ne 1. 2025
SRSTI 06.71.45

https://doi.org/10.48081/EYEY 2827

*D. Kelesbayev', A. Kuralbayev?, Zh. Zhetibayev?,

Zh. Alibekova*, B. Keneshbayev®

12345 Akhmet Yassawi University, Republic of Kazakhstan, Turkestan.
'ORCID: https://orcid.org/0000-0002-4193-8121

20RCID: https://orcid.org/0000-0002-6564-9711

3ORCID: https://orcid.org/0000-0001-9891-0309

“ORCID: https://orcid.org/0009-0002-8171-8163

SORCID: https://orcid.org/0000-0002-4504-1418

*e-mail: dinmukhamed.kelesbayev@ayu.edu.kz

MEASUREMENT AND COMPARATIVE ANALYSIS
OF THE QUALITY OF THE SECONDARY EDUCATION
SERVICE

The service industry is a sector that plays an important role in the
modern economy. Under the influence of economic, technological and
social changes, this industry has become the main indicator that determines
the level of development of countries. The quality of the service industry is
aimed at meeting the needs of customers, and this in turn gives organizations
a competitive advantage. Education is also an important part of the service
system. It is considered as the main tool that develops the creative potential
of society and ensures social justice and equal opportunities.

This research work is aimed at analyzing the importance of service
quality in economic and social spheres, including the quality of educational
services. Service quality is defined as the difference between customer
expectations and actual service received. The field of education is an
important field that ensures the development and future of society. The
research was conducted in public and private secondary schools in
Turkestan.

The main goal of the study is to determine the difference between
the expectations of students from educational services and the actual
knowledge they received. For this, the SERVQUAL model developed
by A.Parasuraman, V.Zeitaml and L.Berry was used. In the course of
the research, questionnaires were conducted and the obtained data

251



TopaiireipoB yHHBepcuTeTiHiH Xadapmsbichl, ISSN 2710-3552  Oxonomuxanwix cepus. Ne 1. 2025

were analyzed using SPSS and Microsoft Excel programs. The level of
satisfaction of students with the quality of education, the relationship
between the quality of service and demographic characteristics was
determined.

The results show that quality education has a direct impact on meeting
the needs of students. The scientific value of the research is in the provision
of specific recommendations for quality improvement using the SERVQUAL
model in the assessment of the quality of educational services.

Keywords: service quality, secondary education organizations,
measuring educational services, customer expectations and perceptions,
quality measures.

Introduction

With the growth of the service sector, services have diversified and the number
of service organizations has increased. Today, service organizations compete with
each other in a free market environment. Service organizations must provide quality
services that meet customer demands in order to gain a competitive advantage [1].
This situation shows the importance of service quality.

Service quality depends on a customer’s perception of the service and what
they expect from the service. Therefore, the expectation here is a relative measure.
This definition or approach is contested by many researchers. Looking at these
disputes, it can be summarized as follows: Service quality is a measure of how
well the provided service was able to satisfy the customer’s needs. Therefore,
providing quality service means meeting the needs of the customer. The main
research of service quality is based on the measurement of service quality. This
is because an unmeasured element cannot be evaluated and developed [2]. The
presence of some features that distinguish services from goods and do not allow
measuring its quality makes it difficult to conduct research in this area. Similar
difficulties arise when measuring the quality of educational services.

In this regard, educational activity is one of the important directions in the
field of service provision. This is because people who will work in various fields
in the future are trained with education. Education is the most effective tool that
increases the creative power and productivity of society, allows people to develop
their abilities, and creates social justice and equal opportunities [3]. If the quality
of education is the value of education. The quality of education is defined as high-
low or good-bad, depending on the perception of the examiner, the measure used.
Some aspects of education are considered to be of high quality, while some aspects
are considered to be of low quality [4]. The uniform quality of the educational
system depends on the quality and mutual compatibility of the component elements
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that make up and guide the system. In addition, since educational organizations
are institutions that provide services, they also have customers who receive, that
is, consume, these services [5]. Despite the fact that the concept of customer is
often used in the education system, there are many similar but different works
in the relevant literature that try to define who are the customers of educational
services. Although students are identified as the main consumers of educational
organizations in most of those works, there are also enough works that consider
employers, employees, the state, industry, family and society as consumers of
educational organizations [6; 7]. However, if we differentiate those literatures,
in the majority of relevant literatures, it is mentioned that the consumers of
educational services are learners, i.e. students [8].

In this regard, this research paper examines the difference between the
expectations of students who are consumers of secondary education organizations
from their schools and their opinions about educational services. The degree
of fulfillment of the students’ expectations based on the acquired knowledge
is determined, and those indicators are compared according to demographic
characteristics. Some mandatory limitations were also made during this study. The
research work was conducted on students studying in the last graduating class of
one private and one public high school in Turkestan. The reason for comparing one
public and one private high school is that the class sizes of private high schools and
public high schools are not the same. Such a procedure was used to determine the
similarities and differences between the two variables and to make a precise and
qualitative comparison. In other words, this research was conducted to measure
and evaluate the quality of educational services provided in secondary schools,
which are secondary educational institutions.

Materials and methods

The purpose of the study is to measure the expectations of high school
students from the education and educational services they receive and how well
these expectations are met. The results of this study on educational activities are
evaluated in terms of different demographic data and characteristics of students. In
addition, the differences in the quality of educational services between public and
private secondary schools are determined. The purpose of this evaluation of the
results is to contribute to the improvement of the quality of educational services
of existing secondary schools.

In the course of the study, the «<SERVQUAL model» [9] developed by A.
Parasuraman, V. Zeitaml and L. Berry was used to measure and evaluate the
quality of service. And the necessary data were collected from the students of the
secondary education organizations included in the study through questionnaires.
Microsoft Excel and SPSS (Statistical Program for Social Sciences) [10] were
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used to analyze and evaluate the obtained data. In addition, the fact that service
quality differs in terms of demographic characteristics was investigated with a
hypothesis test (t test). As a result of the normative examination of the data, when
examining the difference between groups, the Mann Whitney U test was used
in paired groups, and in more than two groups, the Kruskal Wallis H test [11]
corrected by Bonferroni was used.

The SERVQUAL model typically consists of a 22-question survey on five
dimensions defined as appearance, reliability, enthusiasm, assurance, and empathy.
According to the model, consumers have different expectations about these
variables before receiving the service, and after receiving the service, they compare
the service they expected with the service they received. If the received service is
in accordance with expectations, i.e. the expected service, then it is concluded that
the service is of high quality [9]. In other words, service quality is the difference
between expected service and actual service. In this regard, in this study, as in
the standard SERVQUAL model prepared by Parasuraman and his colleagues,
22 questions were included in the survey form to determine expectations and
perceptions. After the question section, an evaluation section was also placed
in the survey in order to determine the importance of the quality measures (on
a 100-point scale). In addition, through this survey, we tried to determine some
social, psychological and demographic characteristics of the students participating
in the survey. The results of the survey were evaluated by the calculation method
characteristic of the SERVQUAL method and analyzed according to a number
of statistical methods (Microsoft Excel and SPSS).

As we mentioned above, this research work was conducted on students
studying in the last graduating class of one private and one public secondary
school in the city of Turkestan. The number of students in the graduating class
of the public school under study is 163, of which 76 are boys and 87 are girls.
There are 104 students in the graduating class of the private school, 54 of them
are boys and 50 are girls.

If the size of the main mass involved in the research work and the selection
parameters of the sample group are known, the sample size is determined by the
following formula [10]:

Here:

n: sample size; t: the value in the t table with a certain degree of freedom and
a specified level of error; d: y deviation (sensitivity) according to the frequency of
occurrence of the studied event; p: frequency of occurrence of the studied event;
q: Indicates the I-p ratio.
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In order to maximize the sample size in the study, if the condition p + q =1
is fulfilled, then p = q = 0.5. In this research work, sensitivity (d) was taken as 6 %
(0.06) and t value as 1.96 for 95 % confidence.

With this information, the sample size was calculated as follows:

The sample size was determined according to the number of students in the
schools and 267 questionnaires corresponding to the total number of students
were prepared. Considering the returnability and validity coefficients of the
questionnaires, the sample size was set at a high level. In fact, 55 of the prepared
questionnaires were returned. The questionnaire consists of four parts, so it takes
a long time to answer, and the number of questionnaires was limited to 212 in
order not to take up too much time as high school students are preparing for their
final exams and the UNT.

Results and discussion

In this regard, the Cronbach Alpha model was used to determine the reliability
of the Servqual model used in this research work. To examine the validity of the
study, the Cronbach Alpha coefficient was calculated separately for the overall
level and subgroups of the survey and is shown in Table 1.

Table 1 — Results of reliability analysis

Measures Cronbach Alpha Number
Appearance 0,879 4
Confidence 0,940 5
Enthusiasm 0,907 4
Warranty 0,912 4
Empathy 0,905 5

Total 0,971 22

Note — Compiled by the authors

As shown in Table 1, the Alpha coefficients found for the entire scale indicated
that the scale used to measure perceived quality was highly reliable.

Data obtained in research studies are expected to follow the normal
distribution of the study. The SPSS 15.0 software package was used at the 95 %
confidence level in the analyzes made to verify the normal distribution of the data
collected as a result of the survey research.

The Kolmogorov-Smirnov test, one of the most widely used tests of
goodness-of-fit, is used to test whether randomly sampled data conform to a certain
distribution (uniform, normal, or non-normal). Basically, it is based on comparing
the sampled data with the cumulative distribution function. It is expected that the
value of Sig. (2-tailed) of the test result will be lower than 0.05 for the data to be
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high. If its value is 0.000, it is determined that the significance of the data is very
high (see Table 2).

Table 2 — The results of the Kolmogorov-Smirnov test for the questions in the
survey

NORMALITY TEST
Measures Kolmogorov-Smirnov (K-S)
Statistics Number of exam- Degree of freedom
inees

Appearance 0,077 212 0,004
Confidence 0,088 212 0,000
Enthusiasm 0,109 212 0,000
Warranty 0,110 212 0,000
Empathy 0,133 212 0,000
Total 0,101 212 0,000

Note — Compiled by the authors

Looking at Appearance, Confidence, Enthusiasm, Warranty, Empathy, and
all scores separately, we see that they do not follow a normal distribution (p <
0.05). Therefore, non-parametric tests were used in the analysis.

In this regard, the first evaluation was analyzed to find the relationship
between the type of school attended and measures of service quality, according to
the types of secondary schools as providers of higher education institutions. From
the p-values in the table, it is possible to understand how the type of school the
students attended before higher education affects the Servqual scores (see Table
3). As shown in Table 3, it is observed that the p value is greater than 0.05 for all
dimensions except appearance.

Table 3 — Differences in Servqual scores by school type

Meas- | The type of school you attend Mann-Whitney U

ures Type |N |Av-|Me |Min |Max. | Stan. | Avg. Cal. P
of erage | dian d e -|deg. statis.
school via.

A p -|State |[119|-1,49|-1,5 |4 2 1,56 | 97,21
pear-| Priv. |93 [-0,96|-0,8 |-4 2,5 1,46 | 118,38 |4428,5 0,013
ance
Confi- | State | 119 | -1,15 | -1 3,8 |2 1,47 | 103,12
dence | Priv. |93 |-0,93 |-1 -3,6 |24 1,19 | 110,83

5131 0,363
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S (1912113 43 (19 w0 |
Ware Swe 19 21 L4 LB L0 108 sion |03
g@lpa- Is’:ie ;;9 (1);421 :(1),6 :: ii i;g }gggg 5302 | 0,601
Total i:?ie ;9 é;i :(1)77 ;g 1’5 i?; 1(1);3; 4923,5 | 0,169

Note — Compiled by the authors

According to the results in Table 3, of the two universities used in the When
looking at the Servqual performance of the private high school in terms of service
quality dimensions, we see that the Servqual dimension defined by appearance is
rated as the lowest service quality dimension among all dimensions with a score
of -0.96. Meanwhile, the measure of enthusiasm was defined as the measure of
service quality closest to meeting expected expectations with a score of -0.81
(see Table 4).

When looking at public high school Servqual indicators from the perspective
of service quality dimensions, we see that the Servqual dimension defined by
appearance is rated as the lowest service quality dimension among all dimensions
with a score of -1.46. And, the measure of empathy with a score of -1.12 was
determined as the measure of service quality closest to meeting expected
expectations (see Table 4).

Table 4 — Quality measures and Servqual indicators of schools

Quality measures Servqual metrics

Private State
Appearance -0,96 -1,49
Confidence -0,93 -1,15
Enthusiasm -0,81 -1,21
Warranty -0,95 -1,21
Empathy -0,94 -1,12
Total -0,92 -1,23

Note — Compiled by the authors

In short, Servqual scores across school types did not differ except for
appearance and confidence. In addition to the physical conditions of the surveyed
private secondary schools, unlike public secondary schools, such as orchestra
rooms, gymnasium classrooms, computer labs, and costume rooms, which attract
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students and increase their love for their schools, private schools’ fenced gardens
and rotating security guards affect school safety and security. can be seen.

Although there was no significant difference between the Servqual scores of
students studying in public secondary schools by gender (p > 0.05), it was found
that girls were more dissatisfied (-1.36 <-1.03). And, according to the gender of
the students studying in private secondary schools, a significant difference can
be observed in terms of appearance and confidence according to Servqual scores
(p <0.05). This is because boys were found to have significantly higher Servqual
scores on physical appearance than girls.

Propositions representing the dimension of physical values: relate to specific
elements such as buildings, equipment, classrooms, laboratories, the adequacy
and attractiveness of teaching materials, and the sophistication of staff. From
the point of view of these elements, it was also determined that male and female
students have different perceptions of quality. If negative scores were found for
both groups, girls were more dissatisfied. On the other hand, there is no significant
difference (p > 0.05) between enthusiasm, assurance, empathy and all Servqual
scores of students studying in private secondary schools according to gender.
However, it became clear that both groups were dissatisfied with the educational
services they received.

As a result of the assessment, taking into account the financial situation,
students studying in private secondary schools receive extra education outside
of school (lectures, courses, private lessons, etc.) compared to pupils studying
in public secondary schools. This, in turn, has a great impact on the success of
students in entering universities.

A significant difference (p < 0.05) was observed between those who received
and those who did not receive an additional course as a supportive setting for
out-of-school education in terms of motivation, confidence, empathy, and overall
service outcomes. «Do you take an extra course outside of school to improve
your education?» it was observed that those who answered «no» had significantly
higher Servqual scores for enthusiasm, reliability, empathy, and overall service
than those who answered «yes».

In conclusion, we can say that appearance and confidence do not affect
whether high school students take additional courses or not. Therefore, the
hypothesis that «Servqual scores do not change depending on whether or not high
school students in public high schools receive any additional education (lecture,
course, private lessons, etc.) to improve their knowledge outside of school» is
accepted.
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Conclusions

Secondary education is a service sector that receives special attention for
quality improvement and development worldwide. Therefore, the topic of this
study was measuring and evaluating the quality of educational services as a starting
point for research on improving the quality of education.

A factor that determines the quality of service in secondary education
organizations is the difference between what students expect from their schools
and their impressions of educational services. If this difference is positive, then it
can be said that the student is satisfied with the education received, in other words,
their expectations from the educational services have been fulfilled. If the difference
is negative, it means that the students’ expectations are not met. In addition, there
are a number of factors that influence the difference between student expectations
and perceptions, in other words, student satisfaction or dissatisfaction. These can
be expressed as: appearance, confidence, enthusiasm, assurance and empathy.
These are defined as measures of service quality.

In this regard, the difference between the expectations of students who
are customers of secondary education organizations and their opinions about
educational services was investigated in this research. The Servqual model was
used to measure the quality of educational services during the research. The degree
of fulfillment of the students’ expectations based on the acquired knowledge
was determined, and those indicators were compared according to demographic
characteristics. The results obtained from the research show that the quality of
the provided services is low due to the difference between the expectations of
the students regarding the acquired knowledge and the ideas formed about the
educational services. Therefore, the main goal of educational institutions should
be to improve the quality of service and meet the expectations of students.

Within the framework of the study, differences in various demographic
characteristics were identified among high school students of secondary educational
organizations. As a result of research, the reason for choosing a school for students
studying in public secondary schools is «the recommendation of relatives», while
the main criterion for choosing a school for students studying in private secondary
schools is «the wishes of my family». Here, the differences between the quality of
services perceived by high school students attending public secondary schools and
private secondary schools indicate that public secondary schools need to be re-
examined. From this point of view, specific elements such as facilities, equipment
and laboratories used in private secondary schools are not fully utilized in public
secondary schools. In addition, whether indicators related to the knowledge
and skills of teachers, which is considered as the educational service itself, are
sufficient or not sufficient in both secondary schools?, this is an open question and
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will have to be discussed in depth. Related to this are teacher salaries, workloads,
educational and research opportunities, and the like. issues should be the subject
of further research.

On the other hand, it is also an important issue whether the leaders pay
equal attention to both types of secondary schools. For example, the reliability
dimension criterion of doing work on time and as promised should be set equally
for both types of high schools. The qualifications of the people appointed to the
school administration should be determined, they should be improved taking into
account the future needs, and how they should be appointed and dismissed should
be included in legal texts with scientific criteria. People appointed to management
positions must undergo special training to acquire the necessary management
behavior and skills.

As part of the study, Servqual scores for the services of secondary schools
were compared. In order to determine the basic services that schools should have
and the services that schools are currently providing, students were asked questions
that measure the dimensions of service quality. The questions were then scored
and converted into concrete and measurable values.

In conclusion, teachers still use classical teaching methods. This situation
hinders the formation and improvement of students’ creative abilities. Teachers
should undergo advanced training courses on modern teaching methods. In
addition, it should not be forgotten that the quality of education depends on the
satisfaction of students, and all the work done should be aimed at meeting the
expectations of students. Future researchers should focus on these issues to improve
the quality of education.
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OPTA BIJIIM BEPY KBI3METIHIH CAITACBIH OJIHIEY KOHE
CAJIBICTBIPMAJIBI TAJITAY

Kovizmem xopcemy canacel — Kazipei 3amManesl 3KOHOMUKAOA
MAybI30bl POI AMKAPAMBIH CeKMop. DKOHOMUKALBIK, MEXHOI0SUSIIIbIK
Jicone aneymemmix o3zepicmepoiy bIKNAIbIMEeH OY1 cana endepoiy
oamy Oeneellin AHLIKMAUMbIH Hezi3el KopcemKiuike aunanovl. Kvizmem
KOpcemy CAaidCblHbIY CANnAcbl MYMbIHYWbLIAPObIY KAXCeMMIiliKmepin
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Kanazammauowipya bablmmangan, an Oyn 63 KezeciHOe yuvlmoaped
bacexenecmik apmulKWbLIbIK aKenedi. binim bepy canacel da Kvizmem
Kepcemy JcyiieciHiy mManwi30bl beniei bonvin madwvinadvt. On KO2AMHBIH
WBI2APMAULBLIBIK 2]1eyemin OAMbIMbIN, dNeyMemmiK 20iN0IK neH
mey MYMKIHOIKmMepOi Kammamacwsl3 ememin bacmvl KYpai peminoe
Kapacmuipuliaobl.

Byn 3epmmey orcympicnl Kbizmem Kopceny canaculibllyy IKOHOMUKATBIK,
JHCOHE NeyMemMIK cananapoazbl MAybi30bLIbIEbIH, OHLIH [WIHOe OL1iM bepy
Kbl3Memmepiniy canacblh manoayea oagvimmanzan. Kvismem xepcemy
canacvl MYMmMulHYUbIHbIY KYMYi MeH HaKmbl a12aH Kbl3Memi apacblHOagbl
aublpMawbLILIK peminde aHblkmanaowl. binim 6epy canacel — Koamnuly
oamyvl MeH OOIAULARbIH KAMMAMACHL3 ememin Manbi30bl cand. 3epmmey
Typkicman Kanacein0agvbl MeMaeKemmiK JdcaHe dceke MeHuliK opma
Mekmenmepoe HCypei3inoi.

3epmmeydiy nezizei makcamvl — OKYWbLIAPObIY Oinim Oepy
Kbl3MemmepiHeH KYMKeH ymimmepi MeH wblHalbl anean Oinimoepi
apacwvinoazvl atblpmawsbliikmol anvikmay. byn ywin A.Ilapacypaman,
B.3eiimamns srcane JI. Beppu aziprecen SERVQUAL modeni Kondanvliowl.
3epmmey bapvlcblHOa cayanrHamanap ’Heypeizinin, anblHaH Maaimemmep
SPSS owcane Microsoft Excel 6azoapramanapsl apgvlivl maidaHobl.
Oxrywbinaposiy 0Ky canacuiia KaHazammauy oeneelti, Kblamen canacbiHbiy
demoepaghusnvlyx cunammamanapmer 6aiaHbICbl AHLIKMALObL.

Homuoicenep kepcemxendetl, cananvl Oinim 6epy OKyuibliapoviy
Kaoicemminikmepin KaHazammanowvipyea mixeneii acep emeoi. 3epmmeyoin
SbLILIMU KYHOLIbIZbL — Oi1iM Oepy KbizMemmepiniy canacvli 6azanayoa
SERVQUAL mooenin Kondany apkvlisbl Canamvl apmmulpy2d ApHALLAH
HAaKmMbl YCLIHbICMAP YCbIHYBIHOA.

Kinmmi ce30ep: kvizmem kepcemy canacwl, opma 6inim bepy
Yublmoapsl, Oinim bepy KblzmemmepiH euiey, MYMmvlHYULbIHbIY KYIYi MeH
KabwvLi0aysl, cana onuemoepi.

262



Becruuk Topaiirsipos yHusepcurera, ISSN 2710-3552 Oxonomuueckas cepusi. Ne 1. 2025

*11. Kenecoaes!, A. Kypanbaes®, JK. JKemubaeé®, JK. Anubexosa’, b. Kenewbaes’
12345y auBepeurer Axmena Slcasu, Pecriyonuka Kasaxcran, r. TypkecTa.
Ioctynuno B penakuuio 18.01.25

Ioctynuio ¢ ucnpasiaenusimu 22.01.25

IIpunsTo B nevars 17.02.25

U3MEPEHHUE U CPABHUTEJIbHBIA AHAJIN3 KAYECTBA
YCJIOYI CPEJHEI'O OBPA3OBAHUA

Coepa ycaye — amo cekmop, KOMoOpwlll uepaem GaddiCHYIO
poab 8 cogpemennol dkoHomure. 1100 erusnuemM IKOHOMUHLECKUX,
MEXHON02UUEeCKUX U COYUANbHBIX USMEHEHUN 9Mma Ompaciv cmand
OCHOBHbIM UHOUKAMOPOM, ORPEOENAIOWUM YPOBEHb PA3GUMUSL CIPAH.
Kauecmso cghepul ycnyz nanpasneno na yooseiemsopenue nompeornocmet
KAUEHMO8, a Mo, 8 C80I0 0uepedb, 0aem Op2aHU3aAYUIM KOHKYPEHMHOe
npeumywecmeo. Obpasosanue makdice s6AA€MCs BANCHOU H4ACMBIO
cucmemvl obcayxcuganus. OHo paccmampugaemcs Kax 21A8HbLU
UHCMPYMEHM, PA36UBAIOWUTI TMEOPUECKUL NOMEHYUANL 00uecmea u
06ecnequsaIowull COYyUanbHyIO CHpaseoIu8oCMy U PAGHbLLE BO3MONCHOCTIU.

Hannas uccnedosamenvckas paboma HanpagieHa HA aAHALU3
SHAUUMOCIU KA4eCM8a OOCIYICUBAHUSL 8 IKOHOMUHECKOU U COYUANLHOU
chepax, 8 mom uucne kavecmea obpazosamenvhvix yciaye. Kauecmeo
00CTYAHCUBAHUSL ONPEOTACNCI KAK PASHUYA MENHCOY OMHCUOAHUAMU KTUEHMA
u gpaxkmuyeckum noayueHnvim odcayxcusanuem. Obnacms 006pa308aHUsL
sA61emcs 8axCcHOU cepoll, obecneuusaouel pazgumue u 6yoyujee
obuecmsa. Hccnedosanue npogoouiocs 8 20Cy0apCmMEeHHbIX U YACTHbIX
cpeonux wikonax Typkecman.

OcHosnas yenb ucciredo8anus — onpeoerums pasHuyy mexncoy
0JHCUOAHUAMU CTNYOEHIO8 OM 00PA308AMENbHBIX YCYe U PEanlbHbIMU
SHAHUAMU, KOMOPbLE OHU ROJYYURU. /[ 9M020 UCNONB308ANACH MOOEIb
SERVQUAL, paspabomannas A. Ilapacypamanom, B. 3eiimamaom
u JI. Beppu. B xo00e ucciedoganus npogoounoch aHKemuposanue u
AHATU3UPOBATIUCH NOJYYEHHblE OaHHble ¢ nomoubio npoepavm SPSS u
Microsoft Excel. Onpedenen ypogerb y0061€me8oOpeHHOCU CYOeHNO08
Kauecmeom 00pasosanus, c6a3b Medlcoy KayecmeoM O0OCIYICUBAHUS U
demozpaghuueckumu XapaKxmepucmukamu.

Pesynvmamul nokasviearom, umo xavecmeenmnoe obpazosanue
okazvigaem npamoe GlUsAHUE HA YO008lemeopenue nompedHocme
cmydenmos. Hayunas yennocmos ucciedo8anus 3aKiioyaemcs 6
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npedocmasnieHu KOHKPemHuvlX peKoMeHOAyuli no NnoebluleHUo
xauecmesa ¢ ucnonvzosanuem mooeau SERVQUAL npu oyenxe kawecmea
00pazoeamenvHuIxX yCiye.

Kniouesvie cnosa: kauecmeao 06¢cnyicusanus, 0peaHu3ayul CpeoHe2o
006paszosanus, usmepeHue 06pa308aAmMenbHbIX YCIy2, 0NCUOAHUSL U
npeocmasieHuss nompeobumeinel, NOKA3amenu Kayecmad.

264



Tepyre 03.03.2025 x. xibepinmi. bacyra 28.03.2025 k. Ko KOWBLUTAEL.
DnekTpoHs! Oacna
5,04 Mb RAM
HlapTTe! 6acna Tabars! 17,4
Tapanemver 300 nana. baracer kemiciM OOHBIHTIIA.
Kommsiotepne 6erreren: A. K. MbIpxukoBa
Koppexropsr: A. P. Omaposa, 1. A. Koxac
Tanceipsic Ne 4359

Cnano B Ha6op 03.03.2025 r. [Tognucano B meyats 28.03.2025 1.
DNEeKTPOHHOE U3JaHHE
5,04 Mb RAM
Venna 17,4. Tupax 300 k3. Llena noropopHasi.
Kommnsrotrepnas Beperka: A. K. MbipxukoBa
Koppexropaap: A. P. Omaposa, [I. A. Koxxac
3aka3 Ne 4359

«Toraighyrov University» 6acniacsiHaH GacBUIBII IIBIFAPBUTFaH
TopaiirsipoB yHHBEpCUTETI
140008, IMaBnoxap k., JlomoB k., 64, 137 kab.

«Toraighyrov University» 6acnacer
TopaiirsipoB yHHBEpCUTETI
140008, IMaBnoxap k., JlomoB k., 64, 137 kab.
8 (7182) 67-36-69
e-mail: kereku@tou.edu.kz
www.vestnik.tou.edu.kz
www.vestnik-economic.tou.edu.kz




	_Hlk186053194
	_GoBack
	_GoBack
	_GoBack
	_Hlk187525193
	_Hlk181047163
	_GoBack
	_Hlk187790174
	_Hlk170384573
	_Hlk182017103
	_Hlk182017145
	_Hlk174915630
	_GoBack
	_GoBack
	_GoBack
	_GoBack
	_GoBack
	_Hlk174894754
	_Hlk189384245
	_Hlk156562001
	_Hlk156679903
	_Hlk156679945
	_Hlk161648058
	_Hlk161659955
	_Hlk189894952
	_Hlk155976671
	_Hlk189902614
	_Hlk164239683
	_Hlk189385251
	_Hlk177871745
	_Hlk160967871
	_Hlk164196884
	_Hlk142045826
	_Hlk158807473

