ko adl| 5200 (& iladgullg S yal i Soaddl
W) S99 e S oo | S| 5 g o el
shadg) plai A29 0 (SERVQUAL) bt 0l buimail
bl | 3920
The gap between the perceptions and expectations of the
Quiality of Voluntary Service in the comprehensive
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Abstract:

This study aimed to assess the reality of the quality of
voluntary services in comprehensive rehabilitation centers for
persons with disabilities of the Using SERVQUAL Scale From
the point of view of the parents. This is through knowing the
level of quality of voluntary services and the gap between
expectation (the quality of services distinguished by
comprehensive rehabilitation centers) and perception (quality of
services in comprehensive rehabilitation centers with expertise)
among parents of persons with disabilities. The study used a
questionnaire to collect the data. It was applied to a sample
consisting of (112) parents of persons with disabilities who
benefited from the services of the comprehensive rehabilitation
centers. The study used the relational descriptive approach. the
results of the study showed that many important results as
follows:
1-The relative quality of voluntary services for the five
dimensions (tangibility, reliability, response, assurance, and
sympathy) in the comprehensive rehabilitation centers for people
with disabilities is average, where the relative weight was 61.0.%
2- The response dimension ranked first with a relative weight of
15.2%.
3-The sympathy dimension ranked second with a relative weight
of 14.0%.
4-The Reliability dimension ranked third with a relative weight
of 12.6%.
5-The assurance dimension ranked fourth with a relative weight
of 12.4%.
6-The concrete dimension ranked fifth with a relative weight of
6.8%.

In light of this, some suggestions were made to improve the
quality of voluntary services and a number of recommendations
and research proposals.
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