
98 
 

REFERENCES 

     

Abdullah, F. (2006a). Measuring service quality in higher education: HEdPERF 
versus SERVPERF. Marketing Intelligence & Planning, 24(1), 31-47. 

Anderson. E.W., & Sullivan, M.W. (1993). The antecedents and consequences of 
customer satisfaction. Marketing Science. 
      
Anderson, E. W., Fornell, C., & Lehmann, D. R. (1994). Customer satisfaction, 
market share, and profitability: findings from Sweden. The Journal of Marketing, 
58(3), 53-66. 
     

Appleton-Knapp, S. L., & Krentler, K. A. (2006). Measuring student expectations 
and their effects on satisfaction: The importance of managing student expectations. 
Journal of Marketing Education, 28(3), 254-264. 
    
Applying Total Quality Management to the Educational Process, ROBERT C. 
WINN,ROBERTS. GREEN, Printed in Great Britain. 1998 TEMPUS Publications 
 
Baron, S., Harris, K., & Hilton, T. (2009). Services marketing: text and cases. 3rd ed. 
Basingstoke: Palgrave Macmillan. 
 
Berry, L. L., Parasuraman, A., & Zeithaml, V. A. (1988). The Service-Quality Puzzle. 
Business Horizons, 31(5), 35-43. 
 
Bitner, M. J. (1990). Evaluating service encounters: the effects of physical 
surroundings and employee responses. The Journal of Marketing, 54(2), 69-82. 
Bitner, M.J., & Hubbert, A.R. (1994). Encounter Satisfaction versus Overall 
Satisfaction versus Quality: The Customer's Voice. In Rust, R.T., & Oliver, R.L. 
(Eds.). Service Quality: New Directions in Theory and Practice. Thousand Oaks, 
 
Bloemer, J.M.M., & Kasper, H.D.P. (1995). The complex relationship between 
consumer satisfaction and brand loyalty. Journal of Economic Psychology. 
 
Bolton, R. N., & Drew, J. H. (1991). A longitudinal analysis of the impact of service 
changes on customer attitudes. The Journal of Marketing, 55(1), 1-9. 



99 
 

 
Brady. M.K. (1997). Re-Conceptualizing Perceived Service Quality: Hierarchical 
Model. Unpublished Dissertation. The Florida State University. 
 
Brady, M. K., & Cronin Jr, J. J. (2001). Some new thoughts on conceptualizing 
perceived service quality: a hierarchical approach. The Journal of Marketing, 65(3), 
34-49. 
 
Bryman, A., & Bell, E. (2011). Business Research Methods. 3rd ed. Oxford: Oxford 
University Press. 
 
Buttle, F. (1996). SERVQUAL: review, critique, research agenda. European Journal 
of Marketing, 30(1), 8-32. 
 
Carman, J. M. (1990). Consumer perceptions of service quality: An assessment of the 
SERVQUAL dimensions. Journal of Retailing, 66(1), 33-55. 
 
Clewes, D. (2003). A Student-centred Conceptual Model of Service Quality in Higher 
Education. Quality in Higher Education, 9(1), 69-85. 
Cronin Jr, J. J., & Taylor, S. A. (1992). Measuring service quality: a reexamination 
and extension. The Journal of Marketing, 56(3), 55-68. 
 
Cronin Jr, J. J., & Taylor, S. A. (1994). SERVPERF versus SERVQUAL: reconciling 
performance-based and perceptions-minus-expectations measurement of service 
quality. The Journal of Marketing, 58(1), 125-131. 
 
Crosby. P.B. (1985). Quality without Tears. New York: Signet. 
 
Crosby, L. A. (1991). Expanding the Role of CSM in Total Quality. International 
Journal of Service Industry Management, 2(2), 5-19. 
 

Deming, W. E., Out of Crisis, MIT Center for Advanced Engeneering Study, 
Cambridge, MA, 1986 
 
DiCicco-Bloom, B., & Crabtree, B. F. (2006). The qualitative research interview. 
Medical Education, 40(4), 314-321. 
 



100 
 

Dr.Deming Quality Price http://www.deming.org/demingprize/index.html 
 

Daryl S. Famacion-Quinco “Students' Satisfaction towards the Service Quality of La 
Salle_Uiversity”http://lsu.edu.ph/institutional_research_office/publications/vol.15no.
5/2.html 
 
EĞİTİMDE   TOPLAM   KALİTE   YÖNETİMİ http://talimterbiye.mebnet.net/  
 
Engel, J.F., Blackwell, R.D., & Miniard, P.W. (1995). Consumer Behavior. Orlando, 
FL: The Dryden Press. 
 
European Quality Awards(EFQM), http://www.efqm.org 
 
Fornell, C., Cha, J. (1994). “Partial least squares”, in Bagozzi, R.P. (Ed.), Advanced 
Methods of Marketing Research. Cambridge: Basil Blackwell 
 
 
Gronroos, C. (1978). A Service-Orientated Approach to Marketing of Services. 
European Journal of Marketing, 12(8), 588-601. 
 
Gronroos, C. (1982). An applied service marketing theory. European Journal of 
Marketing. 16(7), 30-41. 
 
Gronroos, C. (1984). A Service Quality Model and its Marketing Implications. 
European Journal of Marketing, 18(4), 36-44. 
 
Gronroos, C. (2007). Service management and marketing: customer management in 
service competition. 3rd ed. Chichester: John Wiley & Sons. 
 
 Glasser, Willam, The Quality School Teacher, Harper Colllins Pubishers,               
New York, 1993 

 
 
 



101 
 

 Glasser, Willam, The Quality School Teacher, Harper Colllins Pubishers, New York, 
1993 

Globalization and paradigm changes in Teacher Education: Revolutionizing Teaching 
Learning Process at School Level in Pakistan Vol 4, No 4 (2011)  
http://www.ccsenet.org/journal/index.php (INTERNATIONAL EDUCATION 
STUDIES) 

Gronroos, C. (1984). A service quality model and its marketing implications. 
European Journal of Marketing. 

Gronroos, C. (1990). Service Management and Marketing: Managing the Moment of 
Truth in Service Competition. Lexington, MASS: Lexington Books 

Groocock, J. M., The Chain of Quality, John Wiley, Chichester, 1986 

Harvey, J 1998. ‘Service Quality: A Tutorial,’ Journal of Operations Management 

Hawkins, S. A., & Hastie, R. (1990). Hindsight: Biased judgments of past events after 
the outcomes are known. Psychological Bulletin, 107(3), 311. 

Hill, F. M. (1995). Managing service quality in higher education: the role of the 
student as primary consumer. Quality Assurance in Education, 3(3), 10-21. 

Jankowicz, A. D. (2005). Business research project for students. 4th ed. Andover: 
Cengage Learning EMEA. 

Kurtz, D.L., & Clow, K.E. (1998). Service Marketing. New York, NY: John Wiley & 
Sons. Inc. 
 

Lewis, R. C., & Booms, B. H. (1983). The marketing aspects of service quality, in 
Berry L., Shostack G. & Upah, G (Eds), Emerging Perspectives on Services 
Marketing, AMA, Chicago, IL, 99-107. 

Lovelock, C. H., & Wirtz, J. (2011). Services marketing: people, technology, 
strategy. 7th ed. London: Pearson. 

Lovelock, C. H., & Wright, L. (1999). Principles of Services Management and 
Marketing. London: Prentice Hall. 



102 
 

Malhotra, N. K., & Birks, D. F. (2007). Marketing research: an applied approach: 
Pearson Education. 

Marzo-Navarro, M., Pedraja-Iglesias, M., & Rivera-Torres, M. P. (2005). Measuring 
customer satisfaction in summer courses. Quality Assurance in Education, 13(1), 53-
65. 

Nadiri, H., Kandampully, J., & Hussain, K. (2009). Students' perceptions of service 
quality in higher education. Total Quality Management & Business Excellence, 20(5), 
523-535. 

Oldfield, B. M., & Baron, S. (2000). Student perceptions of service quality in a UK 
university business and management faculty. Quality Assurance in Education, 8(2), 
85-95. 
 
Oliver, R.L. (1981). Measurement and evaluation of satisfaction processes in retail 
settings. Journal of Retailing, 
 
Oliver, R.L., & Swan, J.E. (1989). Consumer perceptions of interpersonal equity and 
satisfaction in transactions: A field survey approach. Journal of Marketing. 53 
 
Oliver. R.L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. New 
York, NY: McGraw-Hill 
 
Palmer, A. (2011). Principles of services marketing. 6th ed. Maidenhead: McGraw-
Hill Education. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of 
service quality and its implications for future research. The Journal of Marketing, 
49(1), 41-50. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A Multiple-
Item Scale for Measuring Consumer Perceptions of Service Quality. Journal of 
Retailing, 64(1), 12-40. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1994). Reassessment of 
expectations as a comparison standard in measuring service quality: implications for 
further research. The Journal of Marketing, 58(1), 111-124. 



103 
 

Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1991). Refinement and 
Reassessment of the SERVQUAL Scale. Journal of Retailing, 67(4), 420-450. 
 
Parent Satisfaction with School Quality - University of Texas at Austin “Parent 
Satisfaction with School Quality: Evidence from One Texas District” 
www.utexas.edu/research/cshr/pubs/pdf/parsat.pdf  
 
PAZARLAMA VE ÖZEL OKULLAR: OKUL MÜDÜRLERİNİN HEDEF 
PAZARLAMADAKİ ROLÜ www.journals.istanbul.edu.tr/tr/index.php Yıldız 
Teknik Ünisversitesi Eğitim fakultesi (Yildiz Technic University Education faculty 
journal) 
 
Ramesh Rao, Rohana bt Jani Vol 1, No 2 (2008)  “School  Quality, Educational  
Inequality and Economic Growth” (INTERNATIONAL EDUCATION STUDIES) 
http://www.ccsenet.org/journal/index.php 
 
Rigotti, S., & Pitt, L. (1992). SERVQUAL as a measuring instrument for service 
provider gaps in business schools. Management Research News, 15(3), 9-17. 
 
Rowley, J. (1997). Beyond service quality dimensions in higher education and 
towards a service contract. Quality Assurance in Education, 5(1), 7-14. 
 
Rust, R. T., & Oliver, R. L. (1994). Service quality: New directions in theory and 
practice. Thousand Oaks: SAGE. 
 
Rust, R. T., & Zahorik, A. J. (1993). Customer satisfaction, customer retention, and 
market share. Journal of Retailing, 69(2), 193-215. 
 
Saunders, M., Lewis, P., & Thornhill, A. (2009). Research methods for business 
students. 5th ed. Harlow: Financial Times Prentice Hall.  
 

Sechrest, L., & Sidani, S. (1995). Quantitative and qualitative methods: Is there an 
alternative?. Education and Program Planning, 18(1), 77-87. 
 
Shostack, G. L. (1977). Breaking free from product marketing. The Journal of 
Marketing, 41(2), 73-80. 
 



104 
 

Stodnick, M., & Rogers, P. (2008). Using SERVQUAL to measure the quality of the 
classroom experience. Decision Sciences Journal of Innovative Education, 6(1), 115-
133. 
   
Sureshchandar, G., Rajendran, C., & Anantharaman, R. (2002). The relationship 
between service quality and customer satisfaction‚ a factor specific approach. Journal 
of Services Marketing, 16(4), 363-379. 
 
T.C Milli Eğitim Bakanlığı Toplam Kalite Yönetimi Uygulama Yönergesi (Turkish 
Ministry of Education ) mevzuat.meb.gov.tr/html/74.html  
 
The Malcolm Baldridge National Quality Awards(MBNQA), (December 2005) 
http://www.quality.nist.gov/ (12.15.2005) 
 
The development of  HEdPERF:  a new measuring instrument of service quality   for 
the higher education sector. International  Journal  of  Consumer  Studies,  30(6), 
569-581. 
 
Tse, D.K., & Wilton, P.C. (1988). Models of consumer satisfaction formation: An 
extension. Journal of Marketing Research.  

Teo, C. L. (October 21, 2001). Realities of Private Institution. New Strait Time, , 
from www.ccsenet.org/journal/index.php 

 
Voss, R., Gruber, T., & Szmigin, I. (2007). Service quality in higher education: The 
role of student expectations. Journal of Business Research, 60(9), 949-959. 
 
Zeithaml, V. A. (1981). How consumer evaluation processes differ between goods 
and services. Marketing of services, 9(1), 25-32. 
 
Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1985). Problems and strategies in 
services marketing. The Journal of Marketing, 49(1), 33-46. 
 
Zeithaml, V. A., Gremler, D. D., & Bitner, M. J. (2009). Services marketing: 
integrating customer focus across the firm. 5th ed. London: McGraw-Hill. 
 



105 
 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1990). Delivering quality service: 
balancing customer perceptions and expectations. New York: Free Press. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1993). The nature and 
determinants of customer expectations of service. Journal of the Academy of 
Marketing Science, 21(1), 1-12. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral 
consequences of service quality. The Journal of Marketing, 60(2), 31-46. 


	Reference

