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Summary: This study aims to determine the impact of creativity elements on educational
service quality dimensions depending on the hypothetical scheme takes into account the
correlation between two variables, and adopted two fundamental hypotheses to determine the
impact and correlation between research variables. The theoretical side of the research was
written by taking advantage of the literature of the relative subject. Duhok Polytechnic
University in Iraqi-Kurdistan Regional has been chosen to conduct the field part of the study;
research sample consist of 70 individuals of academic staff of the chosen university. A
questionnaire has been developed to collect data and information on the field side, and
through using statistical methods (frequencies, percentages, mean standard deviation,
Spearman’s rank correlation and regression analysis) The descriptive data have been
analyzed and research hypotheses have been tested, the most important findings of the study
was the emergence of attention and concern by the university to the concept of creativity
reflected in their answers that creativity elements have a significant positive impact on
educational service quality dimensions and a significant positive correlation has been proved
between them as well. The study reached a set of proposals the most important is to try to
take advantage of the strengths owned by the university regarding the elements of creativity
that the results showed a clear impact on the services provided, especially originality and
sensitivity to problems variables.
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1. Introduction

In today's competitive academic environment, higher education institutions all over the world
face massive challenges. It is not a secret that higher education is more competitive than ever,
because of the globalization and the new technology which affects all aspects of today's
business environment especially in higher education sector. Quality of services which
universities offer at present, become the matter which cannot be avoided. Service quality has
been extended from business to education. Many universities have been affected by service
quality both for teaching and administrative support functions. Universities struggling to get
competitive advantage and this goal can be achieved through discovering new and creative
methods in teaching and learning, and providing appropriate means and materials in order to
offer the best services which characterized by flexibility and adaptability. The idea of this
study comes from here. So the study tries to investigate the impact of creativity elements on
educational service quality dimensions in Duhok Polytechnic University.
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2. Research problem

The creativity dimensions are not the matter of consideration by academic staff in Duhok
Polytechnic University which will affect the quality of services that university offer to their
customers. And the result will be the failure of the university to compete in education
business especially after the reforms in education system started by the ministry of higher
education and scientific research in Kurdistan Regional Government.

The main question of this study will be as follow: Is there an impact of the creativity
elements on educational service quality? We have two questions from the main question as
follow:

First question: To what extent the academic staff in Duhok Polytechnic University is aware
about the creativity elements in teaching process?

Second question: Is there an impact of the creativity elements on educational service quality?

3. Literature review

3.1. Elements of creativity

The role of creativity and creative employees for organizations’ performance growth can not

be overlooked in today’s competitive dynamic world (Ul Hassan et al. 2013). Amabile (2012)

defined creativity as the production of a novel and appropriate response, product, or solution

to an open-ended task. John (2004) proposed creativity as the ability of people, and then the

ability of employees, to combine ideas in a unique way or to make unusual associations

between ideas. Creativity is the ability to think in ways and forms that are new, different and

not seen in other individuals (Bosiok et al. 2013). By summarizing the above definitions and

explanations, we can say that creativity is the ability of a person or employee to produce and

generate useful and novel ideas concerning products, services, and processes or solving

problems.

By reviewing previous studies and literature related to the topic of creativity, we could find

that most of the researchers and authors are agree about these four main elements of

creativity.

I- Originality: Originality is the quality that creates unique or extraordinary thoughts,
unusual ideas, or the first of a kind Shively (2011).

2- Flexibility of thoughts: According to (EI-Demerdash) is the individual’s ability to change
the method or suggest a variety of different approaches toward a problem or situation.

3- Fluency of ideas: The first step of creative endeavor or problem solving is having as
many ideas as possible to choose from, research, or evaluate Shively (2011).

4- Problem Sensitivity: is an ability to determine problems and being aware about the needs
for change or for new approaches or methods Se KIM, et al (2008).

3.2. Service Quality

The higher education industry all over the world has undergone massive growth in recent
years, mainly to keep the moderate level of the proposed educational services. Service quality
defined by Grzini¢ (2007) as the way to manage business processes in order to ensure
customer satisfaction. The improvement of service quality in higher education institutions lies
in the institution’s ability to provide an overall climate and culture for change through its
different operating systems, decision-making systems, and human resource practices
Mosadeghard (2006).

Based on the deeply review, many dimensions of service quality have been founded by
authors in different sectors, while the most widely accepted model by researchers is the five
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dimensions of service quality (SERVQUAL) which has been developed by Parasuraman et
al. (1985). Firstly they determined ten dimensions of service quality. In a refined study in
1988, Parasuraman et al. reduced the number of service quality dimensions from ten to five,
contending that these five components completely capture the service quality field.
According to them, the five final service quality dimensions are Cerri (2012):
1- Reliability: ability to achieve the promised service accurately and dependability;
2- Responsiveness: readiness provide on time service;
3- Assurance: ability of a service firm to encourage trust and confidence through
knowledge and courtesy of employees;
4- Tangibles: appearance of a service firm’s physical facilities, equipment and appearance
of employees;
5- Empathy: willingness and capability to give individualized attention to customers.

4. Methodology
The methodology of this study depends on the resources and previous studies to cover the
theoretical part, while the practical part will be covered through statistical methods to analyze

the collected data through Statistical Packages of the Social Science (SPSS).

4.1. Research framework

Creativity Elements (I.V.)

Originality Flexibility of Problem Fluency of
thoughts Sensitivity ideas
IS Educational Service Qualit Dimensions(D.V.

4.2. Research hypothesis

The researchers will try from the above framework to test these hypotheses:

H1: there is a significant correlation between the elements of creativity variables and
educational service quality dimensions.

Hla: There is a significant correlation between fluency of ideas and educational service
quality dimension.

Hl1b: There is a significant correlation between flexibility of thoughts and quality and
educational service quality dimension

Hlc: There is a significant correlation between sensitivity to problems and educational
service quality dimensions.

H1d: There is a significant correlation between originality element and educational service
quality dimensions.

H2: Creativity elements have a significant impact on educational service quality dimensions.
And it is differ from one element to another.

H2a: Fluency of ideas has a significant positive impact on educational service quality
dimensions

H2b: Flexibility of thoughts has a significant positive impact on educational service quality
dimensions.
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H2c: Problem sensitivity has a significant positive impact on educational service quality
dimensions.
H2d: originality has a significant positive impact on educational service quality dimensions

4.3. Population and Sampling

Universities are the most crucial sources to enhance societies from successful and creative
people, and the educated and developed societies are tied to the outputs of universities.

This study chooses Duhok Polytechnic University as a population of the study, because it is
one of the newest universities in Kurdistan Region, and tries to improve its staffs and it pays
a significant attention to the issue of service quality

While the sample of the study is the academic staff of the university.

A total of 80 questionnaires were distributed to the academic staff of the university. 70
completed usable questionnaires were collected representing a response rate of 87%.

The below table shows the analysis of demographic details of the survey respondents.

4.4. Data collection and data analysis

We used both primary and secondary data for this study. Primary data was collected through
structured questionnaire. This method is good as it gives the researchers the opportunity to
clarify any ambiguities in the instrument. The questionnaire was developed by the research
team based on the literature review on the related topics.

The questionnaire consists of three parts; the first part contains information related to the
demographic of the targeted survey participants.

The second section of the questionnaire looks for the measurement of independent variables
(components of creativity). It contains (20) questions, for each component (5) questions.

The third part of the questionnaire holds the measurement of dependent variable (educational
service quality dimensions). It includes (25) questions for each dimension (5) questions.

Two survey instruments used in this study to investigate the correlation between dependent and
independent variables. The respondents of this questionnaire will rank questions based on a
five-point Likert scale.

This part includes testing both correlation hypothesis and impact hypothesis of the study.

4.5. First: Testing correlation hypothesis

The content of the first main hypothesis indicates that there is a significant correlation
between the elements of creativity variables and educational service quality dimensions.

Table (1). The values of simple correlation coefficient between the elements of creativity
variables and educational service quality dimensions

LV. Originalit Problem | Flexibility of | Fluency | Total
(Creativity elements) & Y Sensitivity | thoughts ofideas | index
D.V.
(educational service **0.427 **0.409 **0.147 **0.281 **0.429
quality)

N=70 0.01<**P

The results from table (1) show that there is a significant positive correlation between the
elements of creativity as independent variables and educational service quality dimensions as
dependent variable, the strength of the correlation coefficient (total index) for them reached
(0.429) at the significant level (0.01), as the table indicates that the strength of the correlation
coefficient varies from one variable to another. Originality variable received the highest value
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among the independent variables and the value of the correlation coefficient (0.427) at the
significant level (0.01), followed by the sensitivity to the problems variable, which the value
of the correlation coefficient reached (0.409) at the significant level (0.01) fluency variable
comes thirdly reaching the value of the correlation coefficient (0.281) at the significant level
(0.01). The correlation between flexibility of thoughts variable and service quality
dimensions also positive but it is less correlated than the other three variables, the value of
the correlation coefficient of the flexibility variable (0.147) at the significant level (0.01).

Thus the first main hypothesis is accepted which states (there is a significant correlation
between the elements of creativity combined and educational service quality dimensions).
Similarly, the first group of sub-hypothesis are accepted based on the finding in table (2):

4.6. Second: Testing impact hypothesis

The content of the second main hypothesis indicates that elements of creativity variables have
a significant impact on educational service quality dimensions.

Table (2): analysis of correlation impact of combined creativity elements on educational
service quality dimensions

LV. 2 Significant
(Creativity elements) Beta B R T F level
D.V.
(educational service 0.472 0.585 0.18 3.919 | 15.360 0.000
quality)

P<0.01 N=70 df= 70-1
The results from the above table which is concerning to the results of regression analysis
which shows that there is a significant positive impact of independent variables (combined
elements of creativity) as explanatory variables on educational service quality dimensions as
responsive variables. Which indicates by results of analysis of regression coefficient (B) and
the value of (F-test) that is (15.360) and the significance level of (P-value) is (0.000) which is
less than the statistical significance level of this study which is (0.01). Through noticing the
value of (B) which is (0.585) with support of (T) show that the value of (T-test) is (3.919) and
the significance level is (0.000), it is a positive significant level at significant level (0.01).
Thus the second main hypothesis is accepted which states (the elements of creativity
variables have a significant impact on educational service quality dimensions)
While the impact correlation of each element of creativity separately on educational service
quality dimensions illustrated in table (3).

Table (3): Analysis of impact correlation of the elements of creativity on educational

service quality dimensions

LV. D.V. (educational service quality dimensions)
(Creativity :
elements) F T R’ B Beta Sig.

Fluency of ideas | 5.821 | 2.413 | 0.079 | 0.462 | 0.281 [ 0:009
Flexibility of 1500 | 3.783 | 0.022 | 0236 | 0.146 | 0.000
thoughts

Problem 13.662 | 3.696 | 0.167 | 0.565 | 0.409 | 0.003
Sensitivity

Originality 19.446 | 4.410 | 0222 | 0.587 | 0.472 | 0.000

P<0.01 N=70 df=1-70
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The findings in table (3) shows that there is significant positive impact of the first variable of
the elements of creativity (fluency of ideas) on the educational service quality dimensions
which indicates by results of analysis of regression coefficient (B) and the value of (F-test)
that is (5.821) and the significance level is (0.009) which is less than the statistical
significance level of this study which is (0.01). Supported by the value of the coefficient of
determination R2 which is (0.079) this means that the fluency variable contribute and
interpret (7.9%) of the variation founded in educational service quality variable. Through
observing the value of (B) which is (0.585) with support of (T) show that the value of (T-test)
is (3.919) and the significance level is (0.000), it is a positive significant level at significant
level (0.01). Thus the second sub-hypothesis is accepted, which states (there is a significant
positive impact of the first variable of the elements of creativity (fluency of ideas) on the
educational service quality dimensions. Likewise, the second group of sub-hypotheses are
accepted depending on the results of Table 6.

5. Conclusion

Because of the complexities of this era and high competitiveness in business environment,
this impacted heavily on the organizations in general and service organizations in particular,
organizations who are working in service sector especially universities are looking for the
necessary and modern mechanisms in order to achieve the quality of their services.
Organizations that have encouraged and stimulated their individuals to adopt creative ways
and methods are able to provide the educational services that characterized by appropriate
quality and distinguish their services from their competitors. And through the four elements
of creativity (fluency, flexibility, problem sensitivity and originality) organizations can
improve the quality of service provided. These four elements considered as a roadmap for
organizations that interested in the concept of creativity and tend to provide a service with
adequate quality.
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