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Abstract 
In the context of the large number of  Romanian economic graduates competing for a 
relatively small number of specialized positions, an increasingly dynamic environment that 
requires specialists and leaders with practical skills, internationalization and increasing 
competition among higher education institutions to attract both students and financing, it is 
necessary to evaluate the quality and performance of business educational programs. 
Periodic evaluation is the premise of improving and modernizing educational services, and 
students, as the primary beneficiaries of education, are the first to be included in this 
process. Therefore, the goal of this research is to identify the perceptions of students 
specializing in the financial management of European funds regarding the quality of 
teaching staff and the teaching process. This study takes a quantitative approach using a 
survey method and a questionnaire as a data collection instrument. The questionnaire 
includes a set of 11 specific items that are considered to be most relevant to the quality of 
higher education services and two related to overall perceptions of quality. Data were 
collected from a sample of more than 1,500 students enrolled in a new master’s program on 
the axis specified above. Analyses showed that three factors have a significant influence not 
only on the assessment of teacher performance during courses and seminars but also on the 
quality of the teacher involved in the process: the use of modern teaching techniques, the 
degree to which master’s students are trained and actively participate in teaching activities, 
and the presentation of quality and coherent information. A teacher’s performance is 
influenced to a lesser extent, but still a significant one, by other two items included in this 
study: delivering materials on time and efficiently using the time allocated to the discipline. 
However, professor performance is also negatively correlated with the relevance of the 
information offered to students and the difficulty of the assessment. This study offers a 
valuable perspective on the quality of the educational process as perceived by Romanian 
university students. It identifies the most relevant factors in ensuring the quality of a 
master’s program focused on providing practical skills and training international specialists 
in the area of international funds management.  
 
Keywords: quality of services, students, business educational programs, factors, 
perceptions, Romania.  
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Introduction 

Romania is accessing European funds, although the degree of absorption is extremely low. 
These funds represent an excellent opportunity to develop better-performing academic 
programs that are both adapted to market needs and (especially) correlated with the 
practical skills requested by the labor market.  In the context of the internationalization of 
services - including educational services - for new professions and the increasing 
perishability of information, study programs in line with current trends in the business 
environment are necessary. In Romania, this type of program would decrease the common 
managerial perception that ‘universities produce graduates on a treadmill; they know theory 
but don’t have practical skills’, an urgent requirement of the modernization process of the 
educational system. Moreover, the recent, significant growth in the number of business-
training programs, especially master’s studies, perhaps is not correlated with the need for 
higher-quality educational services.  

Based on the ideas set forth above, this study aims to evaluate the aspects that students 
consider to be the most important in guaranteeing the quality of a new educational program, 
based on providing the practical skills that are extremely useful in the area of European 
funds management and benefitting from contributions by specialists. This research is 
required by the strategy that has been developed to assure the constant improvement of 
educational programs (Cardona and Bravo, 2012). It is impossible to achieve improvement 
in educational programs without conducting periodic evaluations that identify the optimum 
combination of factors that guarantee a high level of educational quality. Moreover, the 
demand that educational programs developed with European funds be sustainable implies 
attracting students once financing has been finalized, which is an impossible objective 
unless feedback from students, in their capacity as the primary beneficiaries of education, is 
obtained (Darlaston-Jones et al., 2003; Lee and Tai, 2008, Brochado, 2009). 

The first studies on the perceived quality of educational services were conducted   in 
countries developed from an economic and educational point of view such as the United 
States, Great Britain, and Australia (Hill, 1995; Cuthbert, 1996; Cook, 1997; Pariseau and 
McDaniel, 1997; Brenders, Hope and Ninnan, 1999; Oldfield and Baron, 2000; Ham and 
Hayduk, 2003; Joseph, Yakhou and Stone, 2005; Russell, 2005; Christensen, Knezek and 
Tyler-Wood, 2014). However, in recent years, the specialty literature has featured 
numerous articles that analyze the dimensions of the perceived quality of universities’ 
educational services and the factors that contribute the most to global perceptions of quality 
in developing, primarily Asian, countries. With few exceptions (Sârbu et al., 2009; Pelău, 
2010; Băcilă et al., 2011; Plăiaş et al., 2011; Popa, Dragoş and Mare, 2011; Toma, 2013), 
the literature lacks complex studies of the quality of educational services in Central and 
Eastern European countries – specifically, Romania.  

Taking into consideration the criteria of evaluating the quality of business education or 
professional competencies obtained through economic studies, the number of studies on 
these themes is low, although most such studies are recent (Johnes (2006), Vasiliu (2009), 
Wellman (2010), Mare, Dragoş and Span (2011), Plăiaş et. al (2011), Teng, Horng and 
Baum (2013), Hall et al. (2014), McLeavy and Wesson (2014), Săvoiu et al. (2014)). Some 



Contemporary Priorities in Business Education AE 
 

Vol. XVI • No. 37 • August 2014 829 

of those studies primarily focus on employers’ perceptions – and to a lesser extent, on the 
perspectives of future business specialists – whereas other studies approach economic 
education in the context of the knowledge-based economy (Brătianu, 2007; Dinu, 2011; 
Lefter et. al, 2011; Pocatilu and Ciurea, 2011; Toma, 2011).   

These latter arguments support studying students’ perceptions on the quality of business 
education in a developing country – specifically, the knowledge and the practical skills 
obtained – in the context of the influences of different cultural and economic environments 
on students’ perceptions (Ford, Mathew and Beatriz, 1999; Lagrosen, Seyed-Hashemi and 
Leitner, 2004; Mai, 2005). 

 

1. Review of scientific literature 

Quality is the most common concept used to indicate a high level of consumer satisfaction 
with respect to the factors that characterize a service or a product (Hanif, Hafeez and Riaz, 
2010; Lupo, 2013); there exists a positive correlation between the two concepts (Anderson, 
Fornell and Lehmann, 1994; Radomir, 2010; Souca, 2011; Băcilă, 2012). Worldwide, both 
researchers and authorities pay increasing attention to educational institutions because of 
their vital role in a nation’s development and its competitiveness (Oldfield and Baron, 
2000; Magd, Kadasah and Curry, 2003; Becket and Brookes, 2008; Ioncică et al., 2009).  

The concept of educational quality refers to an educational institution’s policies, processes 
and the actions through which quality is maintained and improved (Owlia and Aspinwall, 
1996). In universities, this aspect can be equated to students’ perceptions that their courses 
and experiences in those courses are of high quality and that the courses provide a high 
value in exchange for taxes paid and costs incurred (Porral, Lévy-Mangrin and Novo-Corti, 
2013). Although higher education institutions have begun to implement (to a greater extent) 
competitive educational practices based on quality evaluation (de Jager and Gbadamosi, 
2013), in general the quality of higher education has been less successful in achieving 
global excellence (Senthilkumar and Arulraj, 2011).  

Evaluation of the perceived quality of universities’ educational services is based, in most 
cases, on students’ perception that they are the primary clients or beneficiaries of the 
educational process (Narang, 2012; Sumaedi, Bakti and Metasari, 2012; Manaf, Khaliq and 
Ahmed, 2013; Yang, Becerik-Gerber and Mino, 2013; Teng, Horng and Baum, 2013). This 
definition of service quality corresponds to the marketing perspective (Grönroos, 1984), 
which claims that quality must be assessed according to consumer evaluations. Quality 
evaluations of teachers and the teaching process, in addition to their use as the basis for 
improving and modernizing teaching activities, are often used to promote higher education 
institutions and to rank universities (Gallifa and Batallé, 2010).  

Thus, in the context presented, students’ quality perceptions are an essential study variable 
and can be correlated with almost every definition of quality. One of the most common 
approaches to studying students’ quality perceptions comes from the area of services 
marketing, in which quality is seen as the extent to which the level of services offered or 
provided meets consumer expectations (Grönroos, 1984; Parasuraman, Zeithaml and Berry, 
1985), with the gap between the two levels being considered by consumers as lack of 
quality (Parasuraman, Zeithaml and Berry, 1985; Zeithaml and Bitner, 1996). The 
SERVQUAL model proposed by Parasuraman, Berry and Zeithaml (1991) analyzes the 
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factors that determine the formation of expectations, using 5 base dimensions of service 
quality: tangibles, reliability, responsiveness, assurance and empathy. Numerous 
assessments of the quality of higher educational services are based on this model (Hill, 
1995; Wright, 1996; Tan and Kek, 2004; Mostafa, 2007). 

However, considering the fact that expectations are influenced by perceptions - if those 
perceptions have not been previously assessed (Gallifa and Batallé, 2010) - another 
instrument called SERVPERF, based exclusively on perceptions, has been created (Cronin 
and Taylor, 1992). The instrument is most suitable for final-year students because they have 
a clearer perception and more critical opinions than do first-year students. Other studies 
have recognized the importance of quality perception from the student perspective to the 
process of modernizing and improving the quality of the educational process (Terenzini, 
1993). 

Zineldin (2006) claims that assessing students’ perceptions of the quality of university 
services can reflect students’ global satisfaction with the university. Based on an empirical 
study, Zineldin and Vasicheva (2012) propose the “5Q” model for assessing the factors that 
contribute to students’ satisfaction with the higher-education system, focusing on the 
perceived quality of educational services. The 5 dimensions used in the model are as 
follows: educational quality, process quality, infrastructure quality, interaction and 
communication quality and environmental quality.  

The central role in providing educational services is played by university employees (de 
Jager and Gbadamosi, 2013). In most studies on this topic, teachers’ performance and their 
role in ensuring the quality of the educational process have been considered as dimensions 
of perceived quality. However, few studies focus exclusively on this issue (Husbands, 
1998; Pozo-Munoz, Rebolloso-Pacheco and Baltasar, 2000; Greimel-Fuhrmann and Geyer, 
2003; Brown, 2004; Voss, Gruber and Szmigin, 2007; Peng et al., 2014). The results of 
these studies show that expertise, competence, the willingness to help students and interest 
in student development are attributes important to the evaluation of teacher quality.   

 
2. Research methodology   

As previously mentioned in the introduction, this study’s objectives are to assess the 
perceived quality of the educational process and the teaching staff involved in 
implementing a master’s program as the most important elements that contribute to 
improving and modernizing the educational process. Achieving this goal was accomplished 
by evaluating three generations of students enrolled in the master’s program in the Audit 
and Financial Management of EU Funds. This program is offered by the Faculty of 
Economics and Business Administration at Babeş-Bolyai University, Cluj-Napoca, 
Romania. During its first years, the program was financed by European funds dedicated to 
training human resources (POSDRU programs). Nistor et al. (2011) describe the program’s 
characteristics.  

For all of the subjects studied, all students were asked to complete one questionnaire 
divided into two sections – the first section analyzes personal aspects and the second 
section asks students to evaluate the quality of the educational process throughout the 
semester. The second section is the subject of this study. Thus, the endogenous variables 
evaluate the quality of teaching a particular discipline (Qual_Act) and the quality of the 
teacher (Qual_Teach). For both variables, respondents gave grades from 1 to 10. There are 
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11 factors analyzed, 10 of which assess the perceived quality of the teaching process on a 
10-point scale from 0 to 10. One factor is represented by a nominal dichotomous variable, 
which refers to the process of timely delivering material to students. The questions were 
formulated in such a way as to emphasize issues related to the courses’ practical aspects 
and the level of interaction between teachers and students. Two endogenous variables are 
considered because one of the program’s goals was to modernize the educational process 
and to increase its level of applicability. Therefore, each teacher was encouraged to invite 
specialists to their classes. Thus, the first dependent variable – Qual_Act – assesses the 
activity of the teaching staff and its guests, whereas the second refers strictly to the teaching 
staff.   

The specific factors considered fall within the dimensions proposed by Parasuraman, Berry 
and Zeithaml (1991) (except for tangibility) and the ‘5Q’ model (except for infrastructure 
and environmental quality); however, they emphasize those elements that directly interfere 
with the educational process and that are linked to the relevance of the educational process 
to the labor market and specialized training. These are as follows:    

 The adequacy of the course’s subject-matter content to students’ personal need for 
professional training (Adeq_Pers) (Parasuraman, Berry and  Zeithaml, 1991; Gallifa and 
Batallé, 2010; Cardona and Bravo, 2012 ; Porral, Lévy-Mangrin and Novo-Corti, 2013). 

 The adequacy of the course’s subject-matter content to the labor market’s needs 
(Adeq_PM) (Parasuraman, Berry and Zeithaml, 1991; Gallifa and Batallé, 2010; Hussain 
and Birol, 2011; Porral, Lévy-Mangrin and Novo-Corti, 2013). 

 Linking theory to practical activities (Corel_PractTeor) (Gallifa and Batallé, 2010; 
Hussain and Birol, 2011; Cardona and Bravo, 2012; Porral, Lévy-Mangrin and Novo-Corti, 
2013). 

 The provision of coherent information Coherence (Coherence) (Al-Alak and 
Alnaser, 2012; Cardona and Bravo, 2012). 

 The relevance of the information provided to the master’s program and the labor 
market (Relevance) (Gallifa and Batallé, 2010; Hussain and Birol, 2011; Cardona and 
Bravo, 2012; Zineldin and Vasicheva, 2012; Porral, Lévy-Mangrin and Novo-Corti, 2013). 

 The use of modern teaching methods (Method) (Parasuraman, Berry and Zeithaml, 
1991; Gallifa and Batallé, 2010; Cardona and Bravo, 2012; Zineldin and Vasicheva, 2012). 

 The level of student involvement in course and seminar activities (Train) 
(Parasuraman, Berry and Zeithaml, 1991; Zineldin and Vasicheva, 2012; Cardona and 
Bravo, 2012 ; Porral, Lévy-Mangrin and Novo-Corti, 2013). 

 The quality of materials received (Qualit) (Gallifa and Batallé, 2010; Al-Alak and 
Alnaser, 2012; Zineldin and Vasicheva, 2012). 

 The synchronization of course materials with learning needs and tasks 
(Materials_time) (Gallifa and Batallé, 2010; Al-Alak and Alnaser, 2012). 

 The efficient use of the time allocated to the course’s subject matter 
(Efficiency_time) (Gallifa and Batallé, 2010; Al-Alak and Alnaser, 2012; Porral, Lévy-
Mangrin and Novo-Corti, 2013); and 
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 The requested effort imposed by the assessment method (Eval) (Gallifa and Batallé 
2010; Al-Alak and Alnaser, 2012; Porral, Lévy-Mangrin and Novo-Corti, 2013). 

The items’ wording was based on the SERVPERF model. Namely, the items evaluated 
students’ perceptions of the factors listed only. To test the influence of the analyzed factors 
on the perceived quality of the educational process, the classical method OLS was used. 
Thus, two linear multiple regression models were estimated, one for each dependent 
variable: 

iii XfActQual  )(_      (eq. 1) 

iii XfTeachQual  )(_      (eq. 2) 

Estimation was done in both the classic and the standardized versions. The advantage of 
standardized regression is that it allows the ordering of factorial variables according to the 
influence each has on the dependent variable.  

The stepwise method was used; that method is characterized by a stage analysis that 
assesses the statistical significance of each exogenous variable. Thus, the variables of the 
factors are introduced gradually into the model, which provides for each analysis phase 
both the significant variables and the variables that have been eliminated from the model. 
The best-performing model is the one that results in the final phase of building the 
regression (Mare et al., 2013). The advantage of this method is that it does not require the 
user to reapply the model each time it is desirable to eliminate insignificant variables (as is 
required by, e.g., the Enter method).   

The models were then validated through conventional procedures. In addition, for control, 
the application method Backward was used, obviously with the same results. One thousand 
five hundred and seventeen questionnaires were collected. For the qualitative evaluation, 
164 questionnaires were eliminated because of a lack of answers pertaining to some of the 
variables. Processing was conducted using SPSS 20.  

 

3. Results and discussions   

The analysis performed showed that for both of the endogenous variables, mean values 
ranged between 9 and 10. Thus, the quality of the teaching process was rated very highly: 
the means were 9.05 for quality and 9.2 for teaching staff performance. Applying modern 
methods to the training of future experts in European funds – an imperative request from 
project managers, as interpreted through these global assessment indicators – has been 
highly appreciated by master’s students. Thus, the manner of unfolding the activities within 
this study program can be used as an example for improving and modernizing the 
educational process. 

As shown in Table no. 1, the average values are lower for the factors considered. All of the 
average values are in the range of 7 to 9, most of them passing the threshold of 8. 
Obviously, the lowest mean related to the degree of difficulty imposed by the assessment 
method (7.38), and the highest mean related to the quality of materials (8.77). With respect 
to the timely delivery of teaching materials, 80% of students stated that those materials 
were received at the appropriate time.  
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Table no. 1: The average values of the exogenous variables used 

Variable Average 
Adeq_Pers  7.82 
Adeq_PM 7.78 
Corel_PractTeor 7.93 
Coherence 8.58 
Relevance 8.28 
Method  8.46 
Train  8.11 
Quality 8.77 
Efficiency_time 8.18 
Eval 7.38 

Source: own computation 

The purpose of this study was to determine which of the characteristics of the teaching 
process at the university level determines students’ views of its quality. Thus, two multiple 
linear regressions were performed in which the grade given by students was shaped by the 
factors analyzed (Tables no. 2 and no. 3). In both situations, ANOVA analysis gave Sig. = 
0.000, making possible a guarantee probability of 99% that the resulting models are 
statistically significant. Assessing the quality of the educational process is 48.2% dependent 
on the factors analyzed  (R2 adjusted = 0.482), and the performance of the teaching staff 
represents a proportion of 58.5% (R2 adjusted = 0.585).  

Except for coefficients for relevance of information and time synchronization of materials 
with students’ learning needs, which are significant at 5%, all of the other coefficients, 
regardless of the endogenous variable, are significant at 1%.  

Table no. 2: Multiple linear regression for quality of teaching 

Qual_Act Coefficients 
Exogenous variables Classic b Standardized β 

t Sig. 

Constancy 3.986 - 24.363 0.000 
Method 0.236 0.307 8.529 0.000 
Train 0.115 0.180 5.397 0.000 
Coherence  0.108 0.132 4.176 0.000 
Qual 0.083 0.100 3.244 0.001 
Adeq_Pers 0.057 0.082 2.977 0.003 

Source: own computation 

The most important factor is the use of modern teaching techniques. It seems that not only 
the teacher but also the guests, the applied interactive methods, and the Train variable – 
which assessed the level of students’ involvement in teaching activities – are significant in 
both cases. The coherence of the presentation also determines the grade given to the quality 
of teaching in both cases. A fourth exogenous variable significant to both the teacher and 
the overall teaching activity refers generally to the quality of the materials given to master’s 
students. All of the four factors positively influence the evaluation of the educational 
process.  
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The quality of the educational process is significantly determined by the taught content’s 
degree of adequacy in meeting students’ personal needs related to professional training, but 
the influence of that factor is still reduced. In this case, the relationship is direct.   

With respect to the quality or performance of the teachers, the teacher must consider not 
only the 4 most important elements that contribute to the quality of the educational process 
but also other aspects. The smallest (but still significant) influence results from providing 
teaching materials on time so that students can timely process knowledge and solve tasks. 
An efficient use of time allocated to the course’s subject matter also leads to a good 
evaluation of the teacher.   

 Table no. 3: Multiple linear regression for teaching staff performance   

Qual_Act Coefficients 
Variables exogenous Classic b Standardized β 

t Sig. 

Constant 4.416 - 31.700 0.000 
Method 0.245 0.366 10.915 0.000 
Train  0.099 0.178 5.885 0.000 
Quality 0.115 0.163 5.851 0.000 
Coherence  0.086 0.120 3.889 0.000 
Efficiency_time 0.070 0.106 3.819 0.000 
Relevance  -0.036 -0.060 -2.210 0.027 
Assessment  -0.030 -0.058 -2.969 0.003 
Materials_time 0.112 0.038 2.085 0.037 

Source: own computation 

Two coefficients were negative for evaluating the quality of a teacher. Thus, a teacher is 
more appreciated by the students when the method announced is perceived as easier or 
more accessible. This phenomenon was expected because it is known that in general, 
students appreciate less-demanding evaluations. Another explanation could be that although 
the assessment method was easy, the teacher might have compensated with modern 
teaching techniques, additional explanations, practical examples, debates, study cases, etc. 
– aspects that led to increasing the level of knowing and understanding the discipline. The 
second negative coefficient is, however, unusual. It was expected that a teacher would be 
highly appreciated for providing information relevant to the master’s students’ specialty (in 
particular) and to the labor market. Results show an inverse relationship between these two 
variables. Thus, an increase in information relevance leads to a decrease in the appreciation 
of a teacher’s performance. This statistical connection cannot be sustained by a logical 
explanation, and further research on this issue is needed. However, it can be assumed that 
this relevance of information is associated with the richness and constant novelty of the 
information transmitted by the teacher, a fact that leads to the need for an even greater 
effort to assimilate that information. A more difficult assimilation also implies a perception 
of the need for greater effort to pass the exams, which to students is less desirable.   

 

Conclusions 

In the context of the full process of modernizing economics education at the university 
level, along with fierce competition among higher education institutions and among 
graduates on the labor market, this study aims to evaluate the factors specific to the 
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educational process that significantly influence students’ evaluation of that process. 
Although studies of students’ perception of the quality of higher-education services are 
numerous, the manner in which quality is perceived is significantly influenced by the 
cultural and economic context to which the university and its beneficiaries belong.  

This research was conducted in the context of a master’s program because master’s students 
have better synthesis and analysis skills than do bachelor’s students. Master’s students can 
better appreciate quality educational activities because they have a knowledge base in the 
field.  

Analyses were run on a final sample of 1,000 respondents. It was decided to apply the 
questionnaire to students enrolled in the master’s program in Audit and Financial 
Management of EU Funds, based both on the idea of the university as a multicultural 
environment and on the fact that Romania needs such specialists to improve its situation at 
the European level. Moreover, this educational program was conceived as a program 
focused on providing practical skills, as adapted to the labor market. Five of the factors 
analyzed are significant in assessing educational quality related to course and seminar 
hours. These factors are as follows: the use of modern teaching methods, the degree of 
training and active participation of master’s students in educational activities, the coherence 
of information presentation, and the quality and the degree content adaptation to students’ 
personal need for professional training. It is interesting that none of the other factors are 
significant, even though the expectation was that there would be a correlation between 
information and the labor market, the manner in which theory was combined with practice, 
the level at which theory was combined with practice, etc. One explanation could be that 
even if there are no significant correlations between factors in terms of variables, it would 
be possible for students to subconsciously include these aspects in their assessment of the 
teaching method used.  

In addition to using modern teaching techniques, training and actively involving master’s 
students in teaching activities, and providing coherent and quality information, the teacher 
must ensure that students receive material resources in a timely and effective manner and 
must efficiently use the time allocated. All of these practices are required for one to be 
perceived as a quality teacher. As expected, from students’ perspective, a good teacher is 
one whose assessments are seemingly easy or accessible. The coefficient of this variable is 
significant and negative. This variable is not significant in evaluating the performance of 
the overall teaching activity because it also contains guests’ activity – but guests have no 
decisional power in the assessment process. 

All of these conclusions can be useful in managing institutions of higher education, 
considering the fact that periodic assessment and implementation of the results of periodic 
assessments are required for institutions to sustain their quality. Thus, taking into 
consideration the limited budgets available, persons responsible for improving the quality 
of the business education process will focus primarily on employing teachers who use 
modern teaching methods, who train and actively involve students in teaching activities and 
who provide coherent and quality information. These factors are the most important in 
ensuring not only the quality of the educational process but also the performance of the 
teacher as evaluated by the students.    

Despite a valid data collection instrument and an exhaustive sample for the analyzed 
program, the survey’s limitation to graduates of the master’s program in Audit and 
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Financial Management of EU Funds limits this study’s ability to fully understand the 
complexity and structure of the factors that contribute to the quality of business education 
in an international and multicultural context.  

 
References  

Al-Alak, B. and Alnaser, A., 2012. Assessing the relationship between higher education 
service quality dimensions and student satisfaction. Australian Journal of Basic and 
Applied Sciences, 6(1), pp. 56-164. 

Anderson, E., Fornell, C. and Lehmann, D., 1994. Customer satisfaction, market share, and 
profitability: findings from Sweden. Journal of Marketing, iss. 58, pp. 53-66. 

Băcilă, B.M, Drule, A.M., Ciornea, R. and Chiş, A., 2011. Study regarding students’ 
satisfaction with instructional process as a dimension of academic performance of 
institutions of higher education. The Annals of The Univerity Of Oradea, XX(1), pp. 
716-722. 

Băcilă, M.F., 2012. Senior year high school pupils’ segmentation based on the benefits and 
costs considered in decesion making process of educational choices. Management & 
Marketing, 7(3), pp. 531-548. 

Becket, N. and Brookes, M., 2008. Quality management practice in the higher education- 
What quality are we actually enhancing?. Journal of Hospitality, Leisure, Sport & 
Tourism Education, 7(1), pp. 40–54. 

Brătianu, C., 2007. The learning paradox and the university. Journal of Applied 
Quantitative Methods, 2(4), pp.375-386. 

Brenders, D., Hope, P. and Ninnan, A., 1999. A Systemic Student-Centered Study of 
University Service. Research in Higher Education, iss. 40, pp. 665-685. 

Brochado, A., 2009. Comparing alternative instruments to measure service quality in higher 
education. Quality Assurance in Education, 17(2), pp. 174-190. 

Brown, N., 2004. What makes a good educator? The relevance of meta programmes. 
Assessment & Evaluation in Higher Education, 29(5), pp. 515-533. 

Cardona, M.M. and Bravo, J.J., 2012. Service quality perceptions in higher education 
institutions: the case of a colombian university. Estudios Gerenciales, iss. 28, pp. 23-29 

Christensen, R., Knezek, G., and Tyler-Wood, T., 2014. Student perceptions of Science, 
Technology, Engineering and Mathematics (STEM) content and careers. Computers in 
Human Behavior, iss. 34, pp. 173-186. 

Cook, M., 1997. A Student’s Perspective of Service Quality in Education. Total Quality 
Management, iss. 8, pp.120-125. 

Cronin, J. and Taylor, S., 1992. Measuring Service Quality: A Reexamination and 
Extension. Journal of Marketing, iss. 56, pp. 55-68. 

Cuthbert, P.F., 1996. Managing service quality in HE: is SERVQUAL the answer? Part 1. 
Managing Service Quality, 6(2), pp. 11-16. 

Darlaston-Jones, D., Pike, L., Cohen, L., Young, A., Haunold, S. and Drew, N., 2003. Are 
They Being Served? Students’ Expectations of Higher Education. Issues in Educational 
Research, iss. 13, pp. 31-52. 



Contemporary Priorities in Business Education AE 
 

Vol. XVI • No. 37 • August 2014 837 

de Jager, J. and Gbadamosi, G., 2013. Predicting students’ satisfaction through service 
quality in higher education. The International Journal of Management Education, iss. 
11, pp. 107–118. 

Dinu, V., 2011. The Knowledge - Based Economy: Implications for Higher Education in 
Economics and Business. Amfiteatru Economic, XIII(30), pp. 343-345. 

Ford, J.B., Mathew, J. and Beatriz, J., 1999. Importance-performance analysis as a strategic 
tool for service marketers: the case of service quality perceptions of business students in 
New Zealand and the USA. The Journal of Services Marketing, 13(2), pp. 171-186. 

Gallifa, J. and Batallé, P., 2010. Student perceptions of service quality in a multi-campus 
higher education system in Spain. Quality Assurance in Education, 18(2), pp. 156-170. 

Greimel-Fuhrmann, B. and Geyer A., 2003. Students' evaluation of teachers and 
instructional quality – analysis of relevant factors based on empirical evaluation 
research. Assessment & Evaluation in Higher Education, 28(3), pp. 229-238. 

Grönroos, C., 1984. A service quality model and its marketing implications. European 
Journal of Marketing, 18(4), pp. 36-44. 

Hall, T.W., Pierce, B.J., Tunnell, P.L. and Walther, L.M., 2014. Heterogeneous student 
perceptions of accounting course importance and their implications for SET reporting 
and use. Journal of Accounting Education, iss. 32,  pp.1-15. 

Ham, L. and Hayduk, S., 2003. Gaining competitive advantage in higher education: 
analyzing the gap between expectations and perceptions of service quality. International 
Journal of Value-Based Management, 16(3), pp. 223-242. 

Hanif, M., Hafeez, S. and Riaz, A., 2010. Factors affecting customer satisfaction. 
International Research Journal of Finance and Economics, iss. 60, pp. 44-52. 

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

Husbands, C.T., 1998. Implications for the assessment of the teaching competence of staff 
in higher education of some correlates of students' evaluations of different teaching 
styles. Assessment & Evaluation in Higher Education, 23(2), pp. 117-139. 

Hussain, K. and Birol, C., 2011. The assessment of non-academic and academic service 
quality in higher education. Egitim Arastirmalari-Eurasian Journal of Educational 
Research, 1(42), pp. 95-116. 

Ioncică, M., Negoiţă, I.M., Petrescu, E.C. and Ioncică, D., 2009. Using the European Model 
of Total Quality Management to assess the Performance of Organizations. Case Study 
on Educational Services. Amfiteatru Economic, XI(26), pp. 402-411. 

Johnes, J. 2006. Measuring teaching efficiency in higher education: An application of data 
envelopment analysis to economics graduates from UK Universities 1993. European 
Journal of Operational Research, iss. 174, pp. 443-456. 

Joseph, M., Yakhou, M. and Stone, G., 2005. An educational institution’s quest for service 
quality: customers’ perspective. Quality Assurance in Education, 13(1),  pp. 66-82. 

Lagrosen, S., Seyed-Hashemi, R. and Leitner, M., 2004. Examination of the dimension of 
quality in higher education. Quality Assurance in Education, 12(2), pp. 61-69. 

Lee, J. and Tai, S. (2008). Critical Factors Affecting Customer Satisfaction and Higher 
Education in Kazakhstan. International Journal of Management in Education, iss. 2,  
pp. 46-59. 



AE Quality of the Teaching Process and its Factors  
of Influence from the Perspective of Future Business Specialists 

 

Amfiteatru Economic 838 

Lefter, V., Brătianu, C., Agapie, A., Agostan, S. and Orzea, I. 2011. Intergenerational 
knowledge transfer in the academic environment of knowledge-based economy. 
Amfiteatru Economic, XIII (30), pp. 307-319. 

Lupo, T., 2013. A fuzzy ServQual based method for reliable measurements of education 
quality in Italian higher education area. Expert Systems with Applications, iss. 40,  
pp. 7096-7110. 

Magd, H., Kadasah, N. and Curry, A., 2003. ISO 9000 implementation: a study of 
manufacturing companies in Saudi Arabia. Managerial Auditing Journal, 18(4), pp. 
313-322. 

Mai, L.W., 2005. A comparative study between UK and US: the student satisfaction in 
higher education and its influential factors. Journal of Marketing Management, 21(7), 
pp. 859-878. 

Manaf, N.H.A., Ahmad, K. and Ahmed, S., 2013. Critical factors of service quality in a 
graduate school of Malaysia. International Journal of Quality and  Service Sciences, 
5(4), pp. 415-431. 

Mare, C., Dragoş, S.L and Span, G.A., 2011. Evaluating teaching performance. From 
theory to practice using statistical tools. The Annals of The Univerity Of Oradea,  
XX(2), pp. 289-294. 

Mare, C., Dragoş, S.L., Lazăr, D.T. and Dragoş, C.M., 2013. Consumer protection through 
prices: an analysis of the energetic sector in european union countries. Amfiteatru 
Economic, XV(34), pp. 327-341. 

McLeavy, F. and Wesson, D., 2014. Chinese versus UK marketing students’ perceptions of 
peer feedback and peer assessment. The International Journal of Management 
Education, 12(2), pp.142-150. 

Mostafa, M. M., 2007. A Comparison of SERVQUAL and I-P Analysis: Measuring and 
Improving Service Quality in Egyptian Private Universities. Journal of Marketing for 
Higher Education, iss. 16, pp. 83 -104. 

Narang, R., 2012. How do management students perceive the quality of education in public 
institutions?. Quality Assurance in Education,  20(4), pp. 357-371. 

Nistor, R.L., Popa, I.E., Tiron Tudor, A. and Span, G.A., 2011. Development of the 
Curriculum for Master in the Field of the European Funds by a Complementary 
Approach of the Theoretical and Practical Issues. 3rd International Conference on 
Education and New Learning Technologies. Barcelona, Spain, 4-6 July 2011. 
Barcelona: IATED. 

Oldfield, B.M. and Baron, S., 2000. Student perceptions of service quality in a UK 
university business and management faculty. Quality Assurance in Education, 8(2),  
pp. 85-95. 

Owlia, M.S. and Aspinwall, E.M., 1996. A framework for the dimensions of quality in 
higher education. Quality Assurance in Education, 4(2), pp.12-20. 

Parasuraman, A., Berry, L.L. and Zeithaml, V.A., 1991. Refinement and reassessment of 
the SERVQUAL scale. Journal of Retailing, 67(4), pp. 420-450. 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L., 1985. A conceptual model of service 
quality and its implications for future research. Journal of Marketing, 49(4), pp. 41-50. 



Contemporary Priorities in Business Education AE 
 

Vol. XVI • No. 37 • August 2014 839 

Pariseau, S.E. and McDaniel, J.R., 1997. Assessing service quality in schools of business. 
International Journal of Quality & Reliability Management, 14(3), pp. 204-218. 

Pelău, C., 2010. The Relation between the Performance and Satisfaction of Students in 
Universities. În: Brătianu, C., Lixăndroiu, D. and Pop, N.A., The 5th International 
Conference on Business Excellence. Braşov, România, 15-16 October 2010. Braşov: 
Informarket Publishing House. 

Peng, W.J., McNess, E.,  Thomas, S., Wu, X.R., Zhang, C., Li, J.Z. and Tian, H.S., 2014. 
Emerging perceptions of teacher quality and teacher development in China. 
International Journal of Educational Development, iss. 34, pp. 77-89. 

Plăiaş, I., Pop, C.M., Băbuţ, R. and Dabija, D.C., 2011. Employers’ Perception of 
Competences Acquired through Academic Marketing Training in Knowledge Based 
Economy. Amfiteatru Economic, XIII(30), pp. 366-382. 

Pocatilu, P. and Ciurea, C. 2011. Modern Solutions for Economic Higher Education in The 
Knowledge-Based Society. Amfiteatru Economic, XIII(30), pp. 416-430. 

Popa, I.E., Dragoş, C.M., Mare, C., 2011. Some statistical results regarding the evaluation 
of the quality of the master education. The Annals of The Univerity of Oradea, XIX (1), 
pp. 303-308. 

Porral, C.C., Lévy-Mangrin, J.P. and Novo-Corti, I., 2013. Perceived quality in higher 
education: an empirical study. Marketing Intelligence & Planning, 31(6), pp. 601-619. 

Pozo-Munoz C., Rebolloso-Pacheco, E. and Baltasar, F.R., 2000. The “ideal teacher”. 
Implications for student evaluation of teacher effectiveness. Assessment & Evaluation in 
Higher Education, 25(3), pp. 253-263. 

Radomir, L., Plăiaş, I., Nistor, C.V. and Scridon, M.A., (2010). Bank Personnel Quality 
Dimensions. În Plăiaş, I. and Ciornea, R., The 3rd International Conference „Marketing 
– from information to decision”. Cluj-Napoca, România, 29-30 October 2010. Cluj-
Napoca: Risoprint. 

Russell, M., 2005. Marketing education: a review of service quality perceptions among 
international students. International Journal of Contemporary Hospitality Management, 
17(1), pp. 65-77. 

Sârbu, R., Ilie, A.G., Enache, A.C. and Dumitriu, D., 2009. The Quality of Educational 
Services in Higher Education – Assurance, Management or Excellence?. Amfiteatru 
Economic, XI(26), pp. 383-392. 

Săvoiu, G.G., Necsulescu, C., Taicu, M., Crişan, E., and Serbanescu, L., 2014. Level of 
Satisfaction of Educational Services Consumers. Impact and Consequences for the 
Responsibility of an Economics Faculty. Amfiteatru Economic, XVI (35), pp. 88-107. 

Senthilkumar, N. and Arulraj, A., 2011. SQM-HEI- determination of service quality 
measurement of higher education in India. Journal of Modelling in Management, 6(1), 
pp. 60-78. 

Souca, M. L., 2011. SERVQUAL – Thirty years of research on service quality with 
implications for customer satisfaction. În  Plăiaş, I. and Ciornea, R., The 4th 
International Conference “Marketing from Information to Decision”. Cluj-Napoca, 
România, 28-29 October 2011. Cluj-Napoca: Risoprint. 



AE Quality of the Teaching Process and its Factors  
of Influence from the Perspective of Future Business Specialists 

 

Amfiteatru Economic 840 

Sumaedi, S., Bakti, G.M.Y. and Metasari, N., 2012. An empirical study of state university 
students’ perceived service quality. Quality Assurance in Education, 20(2),   
pp. 164-183. 

Tan, K. and Kek, S., 2004. Service Quality in Higher Education Using an Enhanced 
SERVQUAL Approach. Quality in Higher Education, iss. 10, pp.17-24. 

Teng, C.C., Horng, J.S. and Baum, T., 2013. Academic perceptions of quality and quality 
assurance in undergraduate hospitality, tourism and leisure programmes: A comparison 
of UK and Taiwanese programmes. Journal of Hospitality, Leisure, Sport & Tourism 
Education, iss. 13, pp. 233-243. 

Terenzini, P., 1993. On the nature of institutional research and the knowledge and skills it 
requires”. Research in Higher Education, 34(1), pp. 1-10. 

Toma, S.G., 2011. Exploratory research on students` opinions regarding the features of the 
educational process in a knowledge-based economy. Amfiteatru Economic,  XIII(30), 
pp. 484-498. 

Vasiliu, C., 2009. Employees Competences - the Success Factor of Commerce Enterprises. 
Amfiteatru Economic, XI(25), pp. 79-90. 

Voss, R., Gruber, T. and Szmigin, I., 2007. Service quality in higher education: The role of 
student expectations. Journal of Business Research, iss. 60, pp. 949-959. 

Wellman, N., 2010. Relating the curriculum to marketing competence: a conceptual 
framework. The Marketing Review, 10(2), pp. 908-930. 

Wright, R., 1996. Quality Factors in Higher Education: The Students’ Viewpoint. College 
Student Journal, iss. 30, pp. 269-273. 

Yang, Z., Becerik-Gerber, B., Mino, L., 2013. A study on student perceptions of higher 
education classrooms: Impact of classroom attributes on student satisfaction and 
performance. Building and Environment, iss. 70, pp.171-188. 

Zeithaml, V.A. and Bitner, M.J., 1996. Services Marketing. Boston: McGraw Hill. 

Zineldin, M. and Vasicheva, V., 2012. The Implementation of TRM Philosophy and 5Qs 
Model in Higher Education - An Exploratory Investigation at a Swedish University. 
Nang Yan Business Journal, 1(1), pp. 65-75. 

Zineldin, M., 2006. The royalty of loyalty: CRM, Quality and Retention. Journal of 
Consumer Marketing, iss. 23, pp. 430-437. 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


