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ABSTRACT 

The most important factor of the Russian economy innovative development is the system of education that 

meets the requirements of modern high-tech production and a new entrepreneurial environment. The 

fulfillment of these requirements sets the task of high quality of educational services provision for 

universities. The assessment of training quality is based on the determination of inconsistencies in the 

educational process carried out by a university and the requirements of employers. The author proposes an 

author approach to the analysis of marketing information about the quality of educational services, based on 

the methods of marketing research and GAP-analysis. Market research is the most optimal tool which allows 

to identify requirements, as well as to assess the degree of the educational service compliance with these 

requirements. GAP-analysis is used to identify the inconsistencies in the educational process with the 

requirements of consumers. The result of the study is the development of a system-based method of the 

questionnaire material structuring to carry out the marketing studies of employers' satisfaction with the 

quality of university educational services. Also, the methodology was developed to analyze the marketing 

information received from consumers about educational service quality, which allows us to assess the level 

of highly qualified personnel training. The results obtained in the process of research can be used by the 

management of higher education organizations to ensure that the conditions for educational program 

implementation meet the corresponding requirements of the employers. 

Keywords: innovative activity, marketing research, educational service quality, GAP-analysis, consumers of 

educational services, employer 

INTRODUCTION 

Universities play a significant role within the conditions of innovative economy. An innovative development 

involves the introduction of scientific developments in the real sector, the activation of innovation activities 

of enterprises and business in general. At that, the most important task of the education system is to promote 

an innovative way of the domestic economy development. On the one hand, universities have a significant 

scientific and intellectual resource, which contributes to the development of innovation, the implementation 

of innovation activities; on the other hand, universities train highly qualified personnel necessary for an 

innovative economy. 

The state policy promotes the realization of the task set before the universities. In accordance with the 

Strategy of Russian Federation Innovative Development for the period up to 2020 [10], the development of 

human capital is one of the central strategic priorities. Within the framework of this atrategy, they developed 

and implement the projects aimed at closer interaction of educational organizations and the real sector of the 

economy and business as a whole. Practically-oriented bachelor's programs, as well as dual-education 

programs, oriented to personnel training within the conditions of real production taking into account modern 

professional standards are introduced successfully. 



The Turkish Online Journal of Design, Art and Communication - TOJDAC 

ISSN: 2146-5193, March 2018 Special Edition, p. 31-38 

 

 

Submit Date: 11.02. 2018, Acceptance Date: 27.02.2018, DOI NO: 10.7456/1080MSE/104 

Research Article - This article was checked by Turnitin 

 Copyright © The Turkish Online Journal of Design, Art and Communication    

32 

However, in practice, many universities do not meet the requirements of modern innovative production. 

Employers note the severance of knowledge obtained by graduates from practice, manifested in the inability 

to handle modern high-tech equipment, in psychological unpreparedness for the realities of hard workdays, 

for subordinate management, for behavior norms in the business environment. The way out of this situation 

seems to us in the attraction of potential employers to the educational process and in a joint development of 

educational programs. 

Many scientists agree that the creation of university-employer connection is reasonable [2-5,8,11-12], since 

this will allow to solve the problem of expert preparation needed for the economy and to improve the quality 

of educational services. The purpose of our research was to develop a mechanism for marketing information 

collection and analysis about the quality of educational services, which allows the planning of educational 

programs in accordance with the requirements of employers. The following tasks were set in order to achieve 

this goal:  

- to develop a system-based way of the questionnaire material structuring to carry out marketing research on 

the satisfaction of employers with the quality of university educational services; 

- to develop the mechanism analyzing the information received from employers on the quality of educational 

services, which makes it possible to assess the level of highly qualified personnel training quality. 

METHODS OF RESEARCH 

The quality of educational services in modern scientific literature is a university ability to create such 

conditions for the provision of educational services that will ensure the conformity of the processes and 

results of an educational organization activity with the requirements of interested parties [7,9,13-14,16]. 

Such interested parties include, among other things, employers, being direct consumers of educational, 

scientific and innovative activity results of a university. In order to identify the requirements of employers 

for the educational process, as well as to assess the degree of its compliance with these requirements, it is 

advisable to conduct marketing research. These studies represent the purposeful process of preparation, 

gathering and analysis of the marketing information for decision-making directed on requirement satisfaction 

of some market subjects in respect of qualified personnel, educational, research and other services [6]. 

The process of marketing research implementation can be represented in general form as follows [1]: 

1) definition of research goals, subjects and objects; 

2) the choice of methods for marketing research conduct; 

3) the development of forms for data collection; 

4) the implementation of the research plan - the collection and the analysis of information; 

5) the use of research results. 

Given this sequence, the marketing research aimed at educational service quality provision is proposed as 

follows (Figure 1).  

STAGE 1. DEVELOPMENT OF MARKETING RESEARCH CONCEPT 

The purpose of marketing research: determination of educational process characteristics, controlled by 

employers, as well as the evaluation of correspondence extent concerning these characteristics meeting 

employers' requirements to make decisions for educational service quality provision. 

Subjects of marketing research: the subjects interested to improve the quality of educational services - the 

consumers of services: employers 
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STAGE 2. PREPARATION AND DATA COLLECTION 

- The development of questionnaires for employers 

- The assessment of employer satisfaction level with the quality of educational services 

STAGE 3. RECEIVED INFORMATION ANALYSIS 

- Identification of discrepancies between the requirements of employers and the characteristics of the 

educational process 

- The development of recommendations to eliminate identified non-conformities 

STAGE 4. USE OF THE OBTAINED RESULTS DURING DECISION MAKING ABOUT 

EDUCATIONAL SERVICE QUALITY IMPROVEMENT 

- The adjustment of curricula according to educational programs implemented by a university, taking into 

account the recommendations to eliminate the existing inconsistencies in the educational process with the 

consumer requirements. 

Figure 1 - The stages of marketing research aimed at educational service quality provision 

With the reference to the problem of educational service quality improvement considered in this work, the 

main purpose of the marketing research is the educational process characteristics determination controlled by 

employers, the evaluation of these characteristics correspondence degree with their requirements for making 

justified decisions during educational process planning. 

The parties interested in personnel training quality improvement act as the subjects of marketing research, 

namely, the main consumers of educational organization services, where graduates are employed after 

graduation. 

The object of marketing research is the characteristics that determine the quality of the educational process. 

Their evaluation is carried out by employers as the result of marketing information provision on the 

correspondence degree between educational process and its requirements. 

There are various methods in order to obtain marketing information from employers, among which the 

survey is the most common one, and it is necessary to develop a questionnaire that allows you to obtain all 

necessary information on the correspondence degree between educational process characteristics and 

employer requirements. 

At present, there is no single methodology to determine the characteristics in question, and each educational 

organization develops its own questionnaires that do not always ensure a proper consideration of employers' 

requirements. In our opinion, in order to solve this problem, the most rational is the use of a systematic 
approach that allows to establish the characteristics of the educational process proceeding from the 

considerations of the most complete consideration of employer requirements for the quality of the 

educational service. 

In order to form a set of employer controlled characteristics of the educational process, its global goal was 

defined: "The training of highly qualified personnel whose level of competence meets the conditions of work 

in an innovative organization", the decomposition of this goal was carried out (Table 1). 

Table 1 - Classification of the educational process characteristics, controlled by employers, according 

to the levels of the educational process goal tree 
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Decomposition levels of the educational 

process global goal 

Characteristics of the educational process, controlled by 

employers 

1st level. General level of theoretical 

and practical training of graduates 

- the compliance between the general level of knowledge 

and skills of university graduates with modern 

requirements of the innovative economy; 

- the general level of graduate competence; 

- the availability of knowledge and skills necessary to 

perform work in accordance with the received 

qualifications. 

2nd level. Types of professional activity - the list and the degree of importance concerning the 

types of activities necessary for official duty performance; 

- the level of competence during the performance of 

various activities. 

3rd level. Competencies - the list and the degree of competence importance 

necessary to solve the tasks during the performance of 

certain types of activities; 

- the level of competencies necessary to solve the tasks 

during the performance of certain types of activities. 

4th level. Disciplines - the list and the degree of importance concerning the 

disciplines necessary for the development of individual 

competences. 

5th level. Resource support of the 

educational process 

 

- the amount of hours devoted to the study of disciplines 

and the passage of practices; 

- the quality of material and technical support for the 

educational process; 

- the quality of information support for the educational 

process; 

- teaching staff quality. 

The presented characteristics of the educational process serve as the basis for the development of a 

questionnaire for employers. It should be designed in such a way that respondents can express their opinion 

about the degree of educational process characteristics conformity with their requirements. 

The analysis of marketing information obtained in the process of employer interviewing allows us to assess 

the level of educational service quality, which is the difference between the desired and actually perceived 

results by the employers concerning educational service provision. In order to determine it, it is expedient to 

use the methodology of GAP-analysis, developed by American researchers A. Parashuraman, V.A. Zaitaml 

and L.L. Berry [15]. 

In accordance with this model, the quality of the educational service from the point of view of consumers 

depends on the level of inconsistencies between his views about this service and his perception after 

receiving. The service is of high quality, if there are no discrepancies. 
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In the process of GAP-analysis, we identified and structured the following groups of educational process 

characteristic inconsistencies with the requirements of employers by levels (Table 2). 

Table 2 - The distribution of educational process characteristic inconsistencies with the requirements 

of employers 

The levels of inconsistencies Inconsistencies 

1st level. Inconsistencies that involve 

weaknesses in the implementation of 

the educational program as a whole 

discrepancies between the graduate's received training and 

innovative economy requirements; 

the inconsistencies between the level of theoretical preparation 

and employers' requirements 

the inability to use the knowledge gained during practical 

problem solution. 

2nd level. Nonconformities by 

professional activity types 

inconsistency between the level of theoretical and practical 

training concerning the necessary professional activities to 

work in this organization. 

3rd level. Inconsistencies in the 

theoretical and practical training of 

students arising in the educational 

process during the formation of 

competencies required for the 

implementation of certain activities 

inconsistencies between the level of theoretical and practical 

training during the development of competencies necessary for 

the implementation of certain types of activities during the 

performance of official duties. 

4th level. Inconsistencies in the 

structure of disciplines, the study of 

which is provided by the educational 

program and which promotes the 

development of specific 

competences 

inconsistencies between the level of theoretical and practical 

training concerning the disciplines necessary for the 

development of individual competences. 

5th level. Inconsistencies in 

curriculum discipline provision with 

material, financial, time, labor and 

information resources 

1) the discrepancy between the amount of theoretical and 

practical work provided in the curriculum for individual 

disciplines; 

2) the discrepancy in the amount of practical creative work 

provided in the curriculum for individual disciplines; 

3) the discrepancy in the amount of independent work provided 

in the curriculum for individual disciplines; 

4) the discrepancy between the quality level of knowledge 

control and student skills; 

5) the discrepancy between the quality level of lecture and 

practical material teaching; 

6) the discrepancy in the level of use of modern technical 

means to present lecture and practical material; 
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The levels of inconsistencies Inconsistencies 

7) the discrepancy in the level of educational and 

methodological support for theoretical and practical training; 

8) the discrepancy in the level of information support for 

theoretical and practical training. 

 

In order to eliminate the revealed discrepancies between the characteristics of educational services that are 

desired and actually perceived by consumers, it is necessary to study the reasons of their occurrence. 

So, the reasons for the inconsistencies of the first level can be low-quality training of personnel on one, 

several or all types of professional activity. 

When you determine the reasons for the inconsistencies of the second level, it is necessary to consider the 
availability in the curriculum of educational disciplines that form the competence of students and are 

necessary for the performance of certain types of professional activity. 

The reasons for the inconsistencies of the third level are as the preparation of students for disciplines, the 

study of which allows them to form certain competencies. 

At the fourth level, the reasons for the inconsistencies are explained by an insufficient level of resource 

support for educational program disciplines. 

The inconsistencies of the fifth level consist in an ineffective provision of curriculum disciplines with 

material, financial, time, labor and information resources. 

The analysis of discrepancy reasons between the educational service results that are desired and actually 

perceived by employers constitutes the basis for management decisions to adjust an educational program in 

order to meet the requirements of employers for the educational process better. 

STUDY RESULTS 

The analysis of marketing information on the quality of educational services allows you to determine the 

level of employer satisfaction. Customer satisfaction is an integral indicator that presupposes the presence of 

private indicators reflecting the hierarchy of the educational process goals: 

1) the indicators of customer satisfaction assessment, characterized by the level of a graduate vocational 

training as a whole (the level of graduate vocational training, ensuring an effective performance of official 

duties, the number of contracts with hiring organizations, the proportion of managers satisfied with the level 

of subordinate graduate professional training, ensuring an effective performance of official duties); 

2) the indicators of customer satisfaction assessment, characterized by the level of graduate training 

according to professional activity type (the level of vocational training of graduates to the implementation of 

various activities provided by a job description, the proportion of managers satisfied with the level of 

vocational training of university subordinate graduates to implement various activities provided by a job 

description); 

3) the indicators of customer satisfaction assessment, characterized by the level of a graduate's mastery 

concerning certain competences (the level of graduate competence required for the implementation of certain 

types of activities provided by a job description; the proportion of managers satisfied with the level of 

university subordinate graduate competence during the performance of certain types of activities provided by 

a job description); 
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4) the indicators of the resource availability of disciplines (the proportion of teachers from among the current 

leaders and the employees of profile organizations, the proportion of students participating in scientific 

research on employer topics, etc.). 

The calculation of the integral indicator of employers' satisfaction allows to assess the level of educational 

service quality, to assess the correspondence degree between the vocational training of university graduates 

and employer's requirements. 

The implementation of data collection and marketing information analysis mechanism about the quality of 

educational services proposed in the work also provides educational organizations with significant 

opportunities concerning the quality of educational services required by employers: 

- the achievement of structure compliance and the content of the educational program with the employer's 

requirements; 

- the development of a scientifically grounded list of disciplines, competencies and the types of professional 

activity, taking into account the degree of their importance for personnel training in accordance with the 

requirements of a particular employer; 

- the planning of methodical, material and technical support for the educational process, taking into account 

the assessment of resource availability levels concerning individual disciplines and the degree of these 

disciplines influence on the development of specific competences among students; 

- a regular conduct of marketing research to identify inconsistencies between the characteristics of the 

educational process and the employers' requirements; 

- the analysis of the reasons for identified non-conformities and the development of measures for their 

elimination. 

SUMMARY 

In the conditions of innovative economy, universities play a key role in the provision of the real sector of 

economy and business in general with highly qualified personnel. At the same time, the priority task of 

educational organizations is to ensure the quality of educational services required by employers [17]. The 

most important tool improving the quality of these services is marketing research. 

The activity ensuring the quality of educational services required by employers on the basis of marketing 

research implies, first of all, the development of marketing research concept, the collection and the analysis 

of marketing information [18]. In the process of employer satisfaction study with the quality of educational 

services, the attention should be paid to the development of questionnaires for the survey, which involves the 

definition and the decomposition of the educational process global goal, the development of a set of its 

characteristics, estimated by employers. 

In order to analyze the marketing information received from employers about the quality of educational 
services, it is necessary to use the methodology based on the integrated use of system analysis and GAP 

analysis methods concerning the revealed discrepancies between the characteristics of the educational 

process and employers' requirements. The inconsistencies identified in this way should be classified into the 

levels in the form of a tree of inconsistencies, which makes it possible to identify and analyze the reasons of 

these discrepancies more clearly. 

The proposed mechanism of marketing information analysis about the quality of educational services allows 

not only to assess the level of highly qualified personnel training quality, but to ensure the high quality of 

educational services as the result of inconsistency elimination between the characteristics of the educational 

process and employers' requirements. 
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