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RESEARCH ON STUDENT SATISFACTION WITH SERVICE OF HIGHER
EDUCATION

TATJANA JANOVACFaculty of Applied Management, Economy and Fiealezlgrade
PURPICA VUKAILOVL, Faculty of Applied Management, Economy and FinaBeggrade
MILUTIN PECIC, Faculty of Applied Management, Economy and FieaBelgrade
SRDAN NOVAKOVL, Faculty of Applied Management, Economy and Fiealelgrade

Summary: Under conditions of general globalization, higheducation institutions should develop
mechanisms for sustainable development and suot#ss competitive academic area. Designing a duali
management system is the basis for continuous imprent of services, as well as recognition of
obligations towards the users. In order to reach goals, a higher education institution should offe
continuously improving values to its users. Underding, meeting and exceeding the needs and
expectations of higher education users is of utnipgiortance for gaining competitive advantage,
positioning in the academic area, sustainable dgwelent, and thus, reaching sustainable success.

The aim of the research presented in this papd¢o ismphasize the significance of implementatiothef
quality management system model as an efficientftmoquality assurance in the educational process,
improving higher education service and achievingiséaction of the users. Such an approach enalfies t
management structure of a higher education institutto maintain continuous monitoring of the key
parameters of its business activities, and makésiers in the field of constant quality improvement

Key words: quality management system, a higher education tutietn, users, students, satisfaction,
sustainable success.

1. INTRODUCTION 2. RESEARCH PROGRAM

One of the key issues that are nowadays raisdtein Place and conditions of research
area of higher education is "sustainable
development"” i.e. "sustainable success" of a high€he research program included three higher
education institution. education institutions: College of Applied Sciences
The term "sustainable development" can refer to tlBelgrade Polytechnics, Technical College of
constant improvement of and innovations in thépplied Sciences, Novi Sad, Academy of
achieved results with the aim of improvingDiplomacy and Security, Belgrade. Two of the
satisfaction of the higher education usersabove institutions belong to a state-funded sector
Achievement of sustainable development implieshile the Academy of Diplomacy and Security,
achievement of sustainable success of a highRelgrade is a privately-funded higher education
education institution in a complex, demanding anuhstitution. All three higher education instituti®n
changeable environment. implement a quality management system.
The main idea and purpose of this research wasRor the requirements of this research, the follgwin
explore satisfaction of the higher education servicsecondary data were used
users. 1. Report on the institution evaluation by students
Research within the framework of this paper for the school year 2012/2013, College of
indicates the importance of implementation of the Applied Sciences, Belgrade Polytechnics [4],
quality management system model as an efficie@t Presentation of the results of self-evaluation for
tool for quality assurance in the educational pssce the school year 2012/2013, Technical College of
improvement of the higher education service and Applied Sciences, Novi Sad [3],
achievement of user satisfaction. 3. Report on self-evaluation for the school year
2012/2013, Academy of Diplomacy and
Security [2].



M ethodology of research improvement of the satisfaction level if there is
Descriptive research was applied for the purpose mfom for improvement as defined through the QMS
obtaining response regarding student satisfactig@uality Management System) structure. The above
with the quality parameters of the institution. Thetated five quality parameters were tested on a
parameters were examined by means of sample of three higher education institutions.
comparative analysis of secondary data as RWER (familywise error) test was previously

synthesis of individual values. carried out in order to determine the probabilify o
Namely, application of the descriptive researchncorrect rejection of at least one null hypothesis
enabled obtaining response to the question: a comparison group. As the Student's t-test should
What is the level of student satisfaction with be used to analyse means of three institutions,
service of higher education? FWER formula (1) is to be applied in the following

The strategy of research is based on a combinatioay:

of quantitative and qualitative methods.

FWER=1-(1-0.08)=1-(1-0.0%=1-

Sample description 0.857 =0.143 = 14%

e College of Applied Sciences-Belgrade Q)
Polytechnics (the sample equals 406 students Tine limit values which are necessary for conducting
the population of 1391, the relevance anthis test are € FWERS o, wherea is a minimum
significance of the sample has been achieved);limit value that denotes probability of the type |

+ Academy of Diplomacy and Security (theerror, and itequals = 0.142525.
sample equals 186 filled-in surveys); The probability of making FW error is 14%, which

« Technical College of Applied Sciences (thés a permitted value (within the stated limits),tsat
sample varies from 20 to 157 respondent€liability of the results of this comparison colid

depending on the parameter). ensured.
Testing and hypotheses analysis 3. RESEARCH RESULTS
The basic (null) hypothesis was presented,
reading: 1) The leve of satisfaction with the program of
study:

HO: Establishment of a quality management systefts regards testing of the first parameter, theethre
makes it possible for the higher education user @pPserved institutions made the reports on self-

achieve satisfaction and for the higher educatiofvaluation in different ways. Accordingly, in the
institution to reach sustainable success. report on the institution evaluation by studentst th

was carried out for the school year 2012/2013 én th
Satisfaction of the higher education user is pdgsibBelgrade Polytechnics, table 1 is presented:
achieved through the fulfilment of several

parameters: Table 1 - Testing of variables related to the levfel
« The level of satisfaction with the quality of theSatisfaction with the quality of the program ofdtu
program of study; in the Belgrade Polytechnics
« The level of satisfaction with the work of the o o
non-teaching staff (administrative office an Descriptive Statistics —
student services); Deviatio
e The level of satisfaction with the level of TR N__| Minimum | Maximum | Mean | n
technical equipment of the work area anfinformatononthe| ,, 5 397 o8
|ibl’ary' program of study : .
’ i i i i /major
* The level of sat_lsfactlon with the quality of ganing general | 4o, 3 5 386 92
work of the teaching staff Gaining g
* The level of satisfaction with the quality of thg E;%f;fggjgn g |01 1 5 374 100
teaching process. skills
Sustainable success of a higher education institutif gt
is achieved by means of reaching certain levels o3on_nection) of |a97 1 5 345 116
satisfaction with the quality of the above statefl e ommm o
items. After that, it is possible to work on| study/major
Valid N (listwise) 394




A high level of match between all variables excegirobabilities of significancevhich correspond to the
for the schedule of subjects per years (the highdgest values are shown in table 4.

value of standard deviation) is noticeable.

Then, in the Technical College of Applied Science§,able 4 - Probabilities of the samples significance
only the variables the level of theoretical knovged after Student's t-test of the parameter the level o
and the level of practical knowledge (correspondingatisfaction with the quality of the programs afdst

to the variables "gaining general knowledge" anffirst part).

"gaining professional knowledge and skills") were

assessed. The results from the report are presented.imit value t-test Probability of the
in table 2. It can be noted that the satisfactiath w value sample significance
the level of theoretical knowledge (mean of the 1 9.9¢ 0.49%
responses on the scale of 1 to 5 is 4.5; standard 2 6.81 1.04%
deviation is 0.51) is higher than satisfaction wifte 3 3.68 3.32%
level of practical knowledge (mean is 3.25; staddar 4 0.56 31.59%

5 -2.56 93.76%

deviation is 0.44).

Table 2 - Testing of the parameter in the TechnicAlltewards, the means of the variables "gaining
College of Applied Sciences professional knowledge and skills" and "the leviel o

practical knowledge" were compared, and the
probabilities of significance which correspondhe t

Variable 5 14 3 (2|1 A;fgfge t-test values are shown in table 5.
Level of 1010/ 0 | O 0 4,50
theoretical Table 5 - Probabilities of the samples significance
knowledge after Student's t-test of the parameter the level o
Level of 0 |5 |15/ 0|0 3.25 satisfaction with the quality of the programs afdst
practical (second part)
knowledge
Limit value t-test Probability of the
And finally, as regards the Academy of Diplomacy value sample significance
and Security, the variables such as "organizational 1 10.18 0.47%
unit structure” and “organization of work" which 2 6.1 1.29%
can be correlated to the schedule of subjects per 3 2.02 9.04%
years at the program of study /major were observe 4 -2.0¢€ 91.22%
A high level of satisfaction with the above > -6.14 98.72%

mentioned variables can be noted (mean of this )
parameter is 4.09). Then, comparison was made between the means of

the variable "schedule of subjects per years at the
Table 3 - Testing of the parameter at the Acadeiny@ogram of study /major” and related means of two
Diplomacy and Security variables from the Academy of Diplomacy and
Security. The probabilities of significance which
correspond to the t-test values are shown in &ble

Variable Mean

Organization of work 4.16 . N
Organizational unit structure | 4.02 Table 6 - ProbaF)llltles of the samples significance
Mear 209 after the Student's t-test of the parameter thellef

satisfaction with the quality of the programs afdst
éthird part)

It was necessary to compare the means measured in

all three institutions in order to defend the

. . . ) Limit value t-test Probability of the
importance of analysis of the first (out of five) value sample significance
parameter. Analysis of the means using Student's [t- 1 3.65 0.65%
test with 2 degrees of freedom was implemented fqr 2 5.57 1.55%
this purpose. Firstly, the means of the variables 3 2.4C 6.92%
"gaining general knowledge" and "the level of 4 -0.71 72.43%
theoretical knowledge" were compared and the 5 -3.84 96.91%




After analysis of the probabilities of significanite As regards testing of the second parameter, tiee thr

all three cases, it can lencluded that the levelf observed institutions made the reports on self-
satisfaction with the quality of the programs afdst evaluation in a different way. Accordingly, the

in all three institutions is as required and sugfic. following three tables are presented:

(Probabilities which correspond to the limit values

"4" and "5" confirm that the level requested for

certain parameter is fully accomplished).

2) The level of satisfaction with the quality of Table 7 - Testing of variables related to operatign

work of the non-teaching staff: the student services in the Belgrade Polytechnics
Descriptive Statistics
Standard
N Min | Max Mean | deviation
Student services working time 402 1 5 2.50 1.203
Readmess_ of_ the studer_1t services employees tadero 398 1 5 299 1243
services within the set time limits
W|II|ngness_ of the_ stude_nt services employees s&as 201 1 5 2 92 1274
students with their requirements
Attitude of the student services employees towards 399 1 5 587 1308
students
Valid N (listwise) 393

It can be calculated that the mean of the respdnsesdt is necessary to compare the means measuret in al
the question on the overall satisfaction with théree institutions in order to defend significarafe
operation of the student services is 2.82, whilanalysis of the second (out of five) parameter. For
standard deviation (agreement in the respondentsis purpose, analysis of the means using Student's
responses) is 1.25. test was applied. Means (per limit values 1, 24 3,
and 5) were tested first in order to find the limit
Table 8 - Testing of variables related to operatidn value to which the three tested means correspond
the student services in the Technical College aofost. The value of the Student's t-test was olbdaine

Applied Sciences as a report from SPSS. It was necessary to
subsequently transform this value by calculations
Variable M ean into the value of probability of the sample
Attitude of the staff 4.2 significance -p. The probabilities of significance
Period of responding 3.92 which correspond to the values of the t-test are
Data accuracy 4.08 shown in table 10
Working time 3.92
Service price 3.75 Table 10 - Probabilities of the samples significanc
Information process 3.92 after Student's t-tests of the parameter the lebel
Mean of the student services 3.06 satisfaction with the work of the non-teachingfstaf
Limit value t-test Probability of the
Table 9 - Testing of the second parameter in the value S Srﬁ??galﬁce
Academy of Diplomacy and Security 1 570 g 1.4%
_ 2 3.62 3.4%
Variable Mean 3 154 13.1%
Operation of student 3.59 4 -0.54 67.8%
organizations 5 -2.62 93.99%
Operation of student servic 4.44




It can be noticed after table analysis that th€able 12 - Mean of the variable "the quality lewél
probability of significance of the three meansiffro the working area and library" in the Belgrade
three observed institutions) rises with the risehef Polytechnics

test limit value. Values "4" ands" are the limit

values that are desirable for the null hypothesiset Descriptive Statistics

satisfied, with respect to the second parameter _ Std.
testing. As the probability of significance for all : N Min. | Max. | Mean | Deviation
three samples amounts to 67.8%, for the limit valy é;‘:g;k'”fam 403 1.00 5.00 3.3071 9391
"4", and 93.99%- for the test limit value "5", iarc Va”qu Y 203

be concluded that the level of satisfaction wite tH (istwise)
quality of work of the non-teaching staff is on the
required level (Technical College of Appliedregarding the level of technical equipment of the
Sciences and Academy of Diplomacy and Securityorking area and library, the following table 13
and on the sufficient level (Belgrade Polytechnics) presents the report on the related variables.

3) Thelevel of satisfaction with technical Table 13 - The level of technical equipment of the
equipment of theworking area and library: working area and library in the Belgrade

Polytechnics
In regard of testing of the third parameter, threeh

observed institutions prepared the reports on self- Descriptive Statistics
evaluation in different ways. Accordingly, the Std.
following three tables are presented: Deviatio
N Min. | Max. | Mean | n
_ ; ; : | Coverage of
Table 11 .Testln.g of the quality level of th_e wiogki subjects with 102 1 5 3.85 9
area and library in the Belgrade Polytechnics literature
Up-to-date
Descriptive Statistics content of the 400 1 5 3.82 .92
Std. library holdings

N | Min. | Max. | Mean| Deviation | | Availability of
Technical presentations,

equipment of the | 402 1 5 323 1.14 | bases of g |39 1 5 397 .95
teaching premiseg magazines an
Conditions of other publications

work in relation to in a digital form
Reading room

the existing \ain :
equipment 399 1 5 3.23 1.23 | €quipping with 400 1 5 3.87 1.01
(number of computers
computers per a Working time of | ,o0 4 5 420 93
student) 3\1/e Ill(t_)rary
Conducting of orking
teaching a?:tivities conditions in the | 397 1 5 3.80 1.06
on several 397 1 5 294 1.33 | reading room
locations Attitude of the
Microclimatic ![Ibraf)gst:ﬁf 392 1 5 445 29
conditions | | towards the

401 1 5 383 1.07 | students

(lighting, heating,
air-conditioning)
Valid N (listwise) | 393

valid N (listwise) | 386

The result of the above table 13 is the following
The result of the above table is the following éabltable 14 which provides an overall assessmenteof th
12 which provides an overall assessment of tf@vel of technical equipment of the library in the
quality level of the working area and library ireth Belgrade Polytechnics.
Belgrade Polytechnics.



Table 14 - Mean of the variable “the level ofabove two institutions, a detailed review of these
technical equipment of the working area andariables is not presented in the report on self-

library”, in the Belgrade Polytechnics evaluation).
Descriptive Statistics Table 17 - Mean of the level of technical equipment
Std. and operation of the library in the Academy of
N Min. | Max. | Mean | Deviation Diplomacy and Security
Quality of
library and -
information | 403 157 5.00 3.9962 6747 Variable ' Mean
resources Operation of the library 4.1
Valid N Technical equipment of the arga 3.95
v 403
(listwise)

It is necessary to compare means measured in all
As for the Technical College of Applied Scienceshree institutions in order to defend validity of
the quality level of the working area was assessegsting of the third (out of five) parameter. Arsity
through the following variables, as presented iof the means of the assessed level of technical
table 15. equipment of the working area and library on one

hand, and the quality level of working area, on the
Table 15 - The quality level of the working area@ another hand, was implemented for this purpose.
library in the Technical College of Applied Sciesice Student's t-test was used in both processes for
testing the probabilities of the samples signifgn

Variable Mean which are required for acceptance of the null
Conditions pertaining to the ai 3.68 hypothesis.

Library and accompanying premises and.07 In the first process, the quality level of the wiagk
facilities : area and library in the Belgrade Polytechnics was
Computers, copy machines 3.78

analysed using Student's t-test with 2 degrees of

Egiﬁéggdk?gﬁ;ﬁsmﬂfnu i jgg freedom. The limit values ranged from "1" to "5",
Students p;remiseé '3.72 and the_ vaIL_Jes of the t-test_\_/vere transformed by
Bulletin boards, school website 3.78 cglcg!a‘uon Into the_ _probablllty Of the sample
How do you assess the working 2.6 significance. Probabilities of significance of the
conditions in the school tested means which correspond to the t-test values
Mean of the entire parameter 4.33 are shown in table 18.

Then, the level of technical equipment of the ligra Table 18 - Probabilities of the samples significanc
was assessed, as presented in table 16. after Student's t-test (of the variable "the qualit
level of the working area and library)

Table 16 - The level of technical equipment of the

working area and library in the Technical College| Limit value t-test Probability of the
of Applied Sciences value sample significance
1 9.53 0.5%
Variable Mean 2 6.2( 1.2%
Attitude of the staff 4.0 3 2.87 5.14%
Period of response to the requirem 4.2t 4 -0.45 65.16%
for service 5 -3.7¢ 96.82%
Method of informing of the 3.67
rocurement of a library item . . .
\3Vorlging time prary | 27 In the second process, the level of satisfacticth wi
Working conditions 383 the technical equipment of the working area and
Process computerisation 213 library was tested using Student's t-test with tlimi
Mean of assessment of all variables |  4.01 values ranging from "1" to "5", with 2 degrees of

freedom. Probabilities of significance of the tdste
Finally, for the Academy of Diplomacy andMeans, which correspond to the t-test values, are

Security, the assessments of both variables #¥8own in table 19.
presented by table 17 (for the difference from the



Table 19 - Probabilities of the samples significancTable 21 - Mean of the tested variables related to
after Student's t-test of the variable the level dhe quality of work of the teaching staff in the
satisfaction with the technical equipment of th8elgrade Polytechnics
working area and library

Descriptive Statistics

Limit value t-test value Probability of the N_] Min. ] Max. [ Mean | Std. Deviatiof
sample significance Teaching staff | 404 100 500 4.0743 7952
1 16913 0.001% Valid N (istwise) | 404
2 112.44 0.003% .
3 55 7t 0.01% > Then, the means of the variables related to thel lev
4 ~0.91 77 6% of satisfaction with the work of the teaching staff
5 57.64 99.98% the Technical College of Applied Sciences are

shown in table 22.

Aft lysis of both f testi . .
er anaysis of Lot processes of festing g{'able 22 - Testing of the means of variables rdlate

probabilities of the samples significance, it can he level of fact ith th K of th
stated, with the probability of 65.16% (for thel© the level of satistaction with the work of the

quality level of the working area) and 77.6% (foe t teaching staff in the Technical College of Applied

level of satisfaction with the technical equipment Sciences
the working area and library) that the three agskss Variabie Nioan
institutions satisfy sufficient quality Ieve_l (pmlm Efforts aimed at improvement of the 3.98
on the scale), and that they also satisfy, with th %rogram of study
probgblllty of 99.82% (for the quality level of the Initiating development of cooperation 347
working area) and 99.98% (for the level Of yjth pusiness organizations
satisfaction with the technical equipment of thEReadiness for chanc 3.82
working area and library), the required level oOf Timely decision makin 3.5
quality related to these two variables (point "% 0| Investment into equipment in the aim off  3.91
the scale, perfect level of satisfaction). improvement of the practical part of
teaching
4) The level of satisfaction with the quality of Communication/interpersonal relations 3.94
work of the teaching staff: Cooperation with teachers 3.72
Total mean of variables 3.66

As far as testing of the fourth parameter is

concerned, the three observed institutions preparkthally, the variables which are related to the

the reports on self-evaluation in different waysassessment of the fourth parameter in the Academy

Accordingly, the following tables are presented: ~ Of Diplomacy and Security (report on self-
evaluation in this institution has not presentegséh

Table 20 - Testing of means of the variables relaté/ariables in more detail) are also shown in taldle 2

to the quality of work of the teaching staff in the

Belgrade Polytechnics Table 23 - Testing of the means Qf var!ableg rdlate
to assessment of the level of satisfaction withkwor
Descriptive Statistics of the tea(_:hing staff in the Academy of Diplomacy
| | | Std. and Security
N Min. Max. Mean | Deviation
Correct -
teacher/student 402 1 5 421 .90 Variable Mean
relationship (respect)| R R
Consistence of 3“3'“3/ _Of tt?aChlptg hi 44237
teachers in odernization of teacnir .
conveying content of 402 1 5 4.06 83 Mear 4.35
the subjects =
Capability of the
1 h 1 . .
et tha Y | 403 1 5 396 88 |t is necessary to compare the means measuret in al
subjects three institutions in order to defend validity diet
Valid N (listwise) 399

fourth (out of five) parameter. For this purpose,

The result of the previous table is table 21 whic nalysis of the means, using Student's t-test W'th
shows mean of all variables related to the fourthedrees of freedom, was implemented. Probabilities

parameter.



of significance of the tested means whiclTable 26 - Testing of the mean and the mean

correspond to the t-test values are shown in @&ble deviation of the variables related to the satisftact
with the quality of teaching process in the Belgrad

Table 24 - Probabilities of the samples significmncPolytechnics

after Student's t-test of the level of satisfactioth

the parameter the quality of work of the teaching Parameter Mean Standarg
staff deviatior
The level of satisfaction with
_ _ the quality of the teaching 3.79 0.99
Limit t-test value Probability of the process
value sample significance
0,
; igﬁ) 8:‘210//2 Then, the assessments of the parameter per
3 512 1.8% programs of study were observed in the Technical
4 0.133 45.31% College of Applied Sciences.
5 -4.85 98%

Analysis of the probability of the sampleTable 27 - Testing of the quality level of the teag
significance leads to the satisfactory conclusiongrocess per programs of study in the Technical
probability of 45.31% corresponds to the limit \&@lu College of Applied Sciences

"4", while the probability of 98% corresponds te th

limit value "5". It can be considered that the thur | Program of study Mean of the assessment of
parameter has been safisfied to the required apgd : the teaching process quality
.. omputer Science 3.81
sufficient level. Electronic Business 4.43
Electrical Engineering 4.12
5) The level of satisfaction with the teaching | Metallurgy 4.29
. Mechanical Engineering-Thermal 4.28
process. Energy and Maintenance
Mechanical Engineering- 43
In regard to the fifth parameter, the three obsikryve Production Engineering
. Lo .. Environment Protection 4.37
institutions prepared the reports on self-evaluailio 5 < potection 733
a different way. Accordingly, the following tables| Civil Protection 4.33
are presented: Occupational Health and Safety 4.36
Graphic Design 4.35
X . Graphic Engineering 4.19
Table 25 - Testing of variables related to the l@fe | Appiied Photography 435
satisfaction with the teaching process in thgWeb Design 4.34
Belgrade Polytechnics Mean of the quality assessment 4.27

Descriptive Statistics

< Table 28 - Testing of variables related to the lefe
N | Min. | Max. | Meanl Deviation | Satisfaction with the quality of teaching process i

Teaching plan and schedule H H

congistonry 402 1 5 402 95 the Academy of Diplomacy and Security

Conformity of the teaching

plan and schedule with the 404 1 5 3.47 1.00 .

expectations V'ar iable Mean

Timely presentation of the pla Timetable 3.89

of work and pre-examination | 404 1 5 4.12 .97 T =

obligations for each subject Premise . . 4.17

Teaching process is interactive 403 1 5 384 96 | Number of examination terr 3.31

Encouraging creativity 402 1 5 3.59 1.6 : f

Examples from practice are | o, . . s o Clear_1l|ness and hygiene of the 3.05

good and illustrative : : premises

Capacity for teamwork 403 1 5 3.71 1.45 B i

Capacity for individual work 402 1 5 3.86 95 Cooperatlon with students 4.49

Valid N (listwise) 398 Mean of the assessment of 378
variables )

The result of the above table is the following ¢abl

26 which shows the mean and the standard deviatitiis necessary to compare the means measuret in al

for the entire parameter in the Belgradéhree institutions in order to defend the validitfy

Polytechnics. the fifth parameter testing. Analysis of the means,
using Student's t-test with 2 degrees of freedoas, w
implemented for this purpose. Probabilities of



significance of the tested means, which correspoi8listainable success of a higher education insiituti

to the t-test values, are shown in table 29. is achieved by reaching certain levels of student
satisfaction with:

Table 29 - Probabilities of the samples significenc  « the quality of the programs of study;

after Student's t-test of the parameter the ledel o « the quality of work of the non-teaching staff

satisfaction with the quality of teaching process (administrative office and student services);
_ _ + the level of satisfaction with technical
Limit value t-test | Probability of the equipment of the working area and library;
value _sample + the quality of work of the teaching staff;
significance . .
1 1827 01% « the quality of teaching process.
2 12.03 0.3% . . .
3 5 gt 1.4% With the establishment of a quality management
) 037 61.36% system, a higher education institution raises éiell
5 6.51 08.86% of its organization and improves the performance of

institution, which implies satisfaction of all high

Analysis of probabilities of the samples significan education service users. It is, therefore,

leads to the satisfactory conclusions; the proligbil fecommended that legislation should enable
of 61.36% corresponds to the limit value "4", whilestablishment of a flexible concept capable of
the probability of 98.86% corresponds to the limitesponding to global changes and requirements of
value "5". It can be considered that the fourtf€ contemporary world and keep in balance the
parameter has been satisfied to the required af@tire sequence of insufficiently clear, and

sufficient level. sometimes contradictory, demands that are put on
The above mentioned five quality parameters, H{i€ university.

means of which the null hypothesis has been

confirmed, were tested on a sample of three higher

education institutions which havmplemented and

conducted the quality management system. BIBLIOGRAPHY
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