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Abstract: The research paper aims to present a new approach that works to identify the critical
factors for the quality of higher education service, with the analysis of the cause and effect
relationship of the factors of the quality of higher education to help university institutions in
improving their services. The problem of the study is a method among the multi-criteria decision-
making methods, so eight critical factors were tested using the decision lab method.
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"Definition” i) Jeldl 3 "FIC" k] folgall o3
* Leadership and Vision LV 45,0y 55031 F1
» Measurement and calendar MC Esidly lal F2
 Operations management and improvement oMl Cvely llasdl 3))5) F3
» Software Design and Focus on the student SDFS A e SRl el s F4
* Quality Improvement System QIS 53541 gt ol F5
» Staff participation SP EARNE TN F6
» Rewards and appreciation RA padlly TS F7
* Education and Training ET iy e F8

(Anastasia Papanthymou and Maria Darra, 2017) a4 e lele ool slae] oo 2yl
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01 Jalal F1 F2 F3 F4 F5 F6 F7 F8

F1 0 2 1 4 2 2 3 0

F2 3 0 4 2 3 1 0 2

F3 1 1 0 4 4 2 2 1

F4 4 3 3 0 1 3 1 1

F5 2 4 2 2 0 1 4 3

F6 2 2 2 4 2 0 4 3

F7 0 0 1 1 1 2 0 4

F8 1 1 4 3 3 4 3 0
02 Jalal F1 F2 F3 F4 F5 F6 F7 F8
F1 0 1 4 3 0 2 2 1

F2 2 0 2 2 2 1 1 2

F3 3 2 0 2 4 1 3 2

F4 2 2 1 0 3 3 2 1

F5 0 4 2 3 0 3 0 1

F6 1 4 1 4 3 0 3 4

F7 3 3 0 1 0 4 0 1

F8 4 2 3 1 3 3 4 0
03 Jalall F1 F2 F3 F4 F5 F6 F7 F8
F1 0 1 3 0 1 2 1 2

F2 3 0 1 4 1 2 3 0

F3 1 2 0 1 4 3 3 2

F4 0 3 2 0 2 0 2 1

F5 2 4 2 2 0 1 2 1

F6 4 4 2 0 3 0 4 3

F7 2 1 4 1 2 2 0 3

F8 3 0 2 1 3 4 4 0
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"Mode" siwzs iy (03) Jgus

F1 F2 F3 F4 F5 F6 F7 F8

F1 0 1 3 3 1 2 2 1

F2 3 0 2 2 2 1 3 2

F3 1 2 0 2 4 2 3 2

, F4 2 3 2 0 2 3 2 1

M F5 2 4 2 2 0 1 2 1

F6 2 4 2 4 3 0 4 3

F7 2 1 1 1 1 2 0 3

F8 3 1 3 1 3 4 4 0
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F1 F2 F3 F4 F5 F6 F7 F8 ey

F1 0 1 3 3 1 2 2 1 13
F2 3 0 2 2 2 1 3 2 15
F3 1 2 0 2 4 2 3 2 16
F4 2 3 2 0 2 3 2 1 15
F5 2 4 2 2 0 1 2 1 14
F6 2 4 2 4 3 0 4 3 22
F7 2 1 1 1 1 2 0 3 11
F8 3 1 3 1 3 4 4 0 19
soett | 15 16 15 15 16 15 20 13 125
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QW ekt 839 falgal dmplall 3gdall (y (05) Jgdr
F1 F2 F3 F4 F5 F6 F7 F8
F1 0 1/22 3/22 3/22 1/22 2/22 2/22 1/22
F2 | 3/22 0 2/22 2/22 2/22 1/22 3/22 2/22

F3 | 1/22 | 2/22 0 2/22 4/22 2/22 3/22 2/22

F4 | 2/22 | 3/22 2/22 0 2/22 3/22 2/22 1/22

1m = Ly | F5 | 2022 | 4722 2/22 2/22 0 1/22 2/22 1/22
E F6 | 2/22 | 4/22 2/22 4/22 3/22 0 4/22 3/22

F7 | 2/22 | 1/22 1/22 1/22 1/22 2/22 0 3/22

F8 | 3/22 1/22 3/22 1/22 3/22 4/22 4/22 0
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F1 F2 F3 F4 F5 F6 F7 F8
F1 1 0 0 0 0 0 0 0
F2 0 1 0 0 0 0 0 0
F3 0 0 1 0 0 0 0 0
F4 0 0 0 1 0 0 0 0
| F5 0 0 0 0 1 0 0 0
F6 0 0 0 0 0 1 0 0
F7 0 0 0 0 0 0 1 0
F8 0 0 0 0 0 0 0 1
'DEMATEL" 2z e el cpt= Ul slasl e ybaald
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F1 F2 F3 F4 F5 F6 F7 F8
FL| 1 [ -1/22 | -3R2 | -322 | -1/22 | -222 | -222 | -1/22
F2 [ 322 | 1 2122 | 2022 | 222 | 122 | -3[22 | -2122
F3 | -1/22 | -222 1 222 | -422 | 222 | -3[22 | -2/22
F4 | -2/22 | 322 | -2/22 1 2122 | =322 | 222 | -1/22
I-m F5 | -2/22 | -4/22 | -2/22 -2/22 1 -1/22 -2/22 | -1/22
F6 | -2/22 | -4/22 | -2/22 -4/22 -3/22 1 -4/22 | -3/22
F7 | -2/22 | -1/22 | -1/22 -1/22 -1/22 -2/22 1 -3/22
F8 | -8/22 | -1/22 | -3/22 -1/22 -3/22 -4/22 -4/22 1

"DEMATEL" a3l e el ol slas] e bl

"Inverse of (I-M)" &S dsiall o (08) Jsus!
F1 F2 F3 F4 F5 F6 F7 F8
F1 | 1.1738 ] 0.2345 | 0.2956 | 0.3004 | 0.2333 | 0.2612 | 0.3121 | 0.2039
F2 | 0.3179|1.2010 | 0.2772 | 0.2757 | 0.2838 | 0.2398 | 0.3718 | 0.2576
F3 | 0.2581 | 0.3133 | 1.2063 | 0.2910 | 0.3807 | 0.2899 | 0.3942 | 0.2737
F4 | 0.2877 | 0.3412 | 0.2827 | 1.2069 | 0.2956 | 0.3185 | 0.3473 | 0.2289
Inverse I- | F5 | 0.2699 | 0.3530 | 0.2642 | 0.2653 | 1.1896 | 0.2217 | 0.3191 | 0.2082
m F6 | 0.3718 | 0.4586 | 0.3614 | 0.4369 | 0.4140 | 1.2820 | 0.5245 | 0.3764
F7 10.2426 | 0.2062 | 0.2023 | 0.2006 | 0.2091 | 0.2446 | 1.2076 | 0.2648
F8 | 0.3713 ] 0.3138 | 0.3687 | 0.3001 | 0.3856 | 0.4083 | 0.4874 | 1.2322
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F1 F2 F3 F4 F5 F6 F7 F8
F1 | 1.347774 | 0.469170 | 0.591277 | 0.600888 | 0.466730 | 0.522553 | 0.6242 0.4079
F2 | 0.635976 | 1.402164 | 0.554472 | 0.551520 | 0.567688 | 0.479692 | 0.7436 0.5153
F3 | 0.516308 | 0.626785 | 1.412706 | 0.582082 | 0.761591 | 0.579930 | 0.7885 0.5474
. | F4]0.575450 | 0.682483 | 0.565592 | 1.413905 | 0.591340 | 0.637174 | 0.6947 0.4581
T | F5] 0.539965 | 0.706126 | 0.528448 | 0.530707 | 1.379334 | 0.443478 | 0.6383 0.4165
F6 | 0.743764 | 0.917335 | 0.722921 | 0.873887 | 0.828062 | 1.564075 | 1.0490 0.7529
F7 | 0.485367 | 0.412440 | 0.404625 | 0.401271 | 0.418298 | 0.489220 | 1.4152 0.5296
F8 | 0.742724 | 0.627706 | 0.737608 | 0.600308 | 0.771239 | 0.816718 | 0.9749 1.4645
"DEMATEL" 1l s Tely st Ul slasl 0 Lyl
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F1 F2 F3 F4 F5 F6 F7 F8
F1 1
F2 1 1
F3 1 1 )|
F4 1 1 1
IM [ F5 q q
F6 1 1 1 1 1 1 1 1
F7 1
F8 1 1 1 1 1 1
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"DEMATEL" 1a,b e Tely st sliae) o yadbl
W ke Lots- 835 Jalge LT G (11) gt
ri Ci r+c r-c Rank(r +c) deidly omd!
F1 5.030636 | 5.587328 | 10.617964 | -0.556692 7 "Effect” i
F2 3.225237 | 5.844209 | 9.069446 -2.618972 8 "Effect” dnw
F3 5.81535 | 5.517649 | 11.332999 0.297701 4 "Cause" e
F4 5.618887 | 5.553568 | 11.172455 0.065319 5 "Cause" e
F5 5.182919 | 5.784282 | 10.967201 | -0.601363 6 "Effect” ixw
F6 7.452076 | 5.53284 | 12.984916 1.919236 1 "Cause" e
F7 4556138 | 6.928785 | 11.484923 | -2.372647 3 "Effect” dnw
F8 6.735767 | 5.092605 | 11.828372 1.643162 2 "Cause" e
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