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Abstract

The attraction of new students and the retention of current students have become an
imperative topic in many institutions as rivalry between institutions is growing worldwide. In
order to survive, expand, and remain competitive, educational institutions must recognise the
importance of service quality and student satisfaction. Therefore, providing quality education
services is a high priority for all these institutions. Institutions need to truly fulfil the needs of
students in order to deliver top quality services to students and recognise how cognitive
factors contribute to student satisfaction. Positive expectations of service quality by current
students will contribute towards positive images of the organisations, and to overall
satisfaction. Thus, the purpose of this paper is to analyse the standard of university service in
the satisfaction of students with a sound empirical finding. Refereed articles and conference
papers were used to gather the data. The first section of the paper addresses the satisfaction
of students, the quality of university service, and the second section describes the empirical
results of previous research in the sense of real world. This research looked at the empirical
literature on higher education with the purpose of increasing the present contribution of
knowledge. The empirical findings revealed that service quality has an impact on student
satisfaction in a variety of study contexts.
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Introduction

Education at the university or college level is one of the most critical mechanisms for a
nation's personal social and economic growth (Mukhtar et al., 2015). The primary aim of
higher education is to produce and disseminate information through innovation and creativity
for global growth (Escotet, 2012). Higher education institutions increasingly do their best to
set their students at the centre of their activities and become organisations that are "student-
oriented" or "student-driven." Also, Fortino (2012) believes that students' prepared minds
are produced for higher education purposes. Higher education institutions are therefore
progressively understanding and putting greater stress on fulfilling their clients' desires and
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needs, that is, the students (DeShileds, Ali & Erdener, 2005). Thus, the main reasons for the
presence of higher educational institutions are effective completion and advancement of
student education. This optimistic trend in higher education indicates that educational
institutions understand the importance of student satisfaction in the competitive world
(Yusof et al., 2015). In the management of higher education institutions, enhancing students’
satisfaction has long been considered a vital strategic aim (Ali et al., 2016; Prakash, 2018).
Potential carriers of positive 'word-of-mouth' contact are only happy consumers, allowing
each institution to create a safe and sustainable public image.

Service quality and student satisfaction are the essential principles that educational
institutions must recognise in order to survive, develop and stay competitive, according to
Wael (2015). Higher education institutions perform in the service sector, where the value of
delivering quality services is increasingly recognised (Adinegara & Putra, 2016). Service quality
is about meeting and exceeding customer needs (Van Truong et al., 2016). Tegambwage
(2017) suggests that the quality of service is based on a contrast between the preferences of
consumers prior to using the service and their experience after using the service. Based on
this, it is easy to interpret that the quality of service depends on their consumer expectations,
since one customer can perceive a high-quality service while another customer perceives low
quality service. Nevertheless, many higher education institutions still fail to meet or surpass
these standards because of the ongoing expectations of students (Prakash, 2018). Such
challenges have motivated higher education institutions to consider the alternatives to
enhance service quality effectiveness in order to achieve greater customer satisfaction
(Prakash, 2018; Chandra, et al., 2019). The expectations of students regarding service quality
related issues may therefore be proven as significant (Neupane & Devkota, 2017). Numerous
studies have been carried out to define the level of university service that affects student
satisfaction in higher education institutions.

Student Satisfaction

Student satisfaction is an emotional reaction to the service experience and a condition felt by
a person with a result that meets his or her needs and expectations (Annamdevula, 2017;
Lien, 2017). Most generally, student satisfaction refers to their subjective evaluations related
to individual performance and educational experience. In this respect, students’ experience
is not independent on their overall satisfaction, such as college life, because the combination
of these experiences influences students' overall satisfaction (Elliott & Shin, 2002; Letcher &
Neves, 2010).

Student satisfaction is a short-term attitude resulting from an assessment of a student's
educational experiences (Elliot & Healy, 2001). It is a strong antecedent of student loyalty and
is the product and consequence of educational system (Navarro, Iglesias & Torres,
2005).Again, Elliot & Shin (2002) define student satisfaction as the disposition of learners
through subjective evaluation of educational results and experience. According to Mukhtar
et al (2015), student satisfaction can be characterised as a function of relative experience level
and perceived performance of educational service during the study period. The satisfaction
of students can be defined as a short-term attitude resulting from evaluation of educational
experience, services and facilities of students.

562



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN PROGRESSIVE EDUCATION AND DEVELOPMENT

Vol. 11, No. 1, 2022, E-ISSN: 2226-6348 © 2022

According to Abdullah (2006), the satisfaction of students plays a crucial role in the success of
universities and can serve as an important instrument to improve the perceived quality of
service. Students are also increasingly seen as customers of higher education institutions,
which makes the satisfaction of attracting new students to educational institutions a very
essential function (Thomas & Galambo, 2004). It is the duty of higher education institutions
to consider the process of fulfilling student satisfaction and to search for ways and methods
of measuring student satisfaction (Alves & Raposo, 2007).

The most important stakeholder for society is the students from educational sector as it
utilises the mechanism of quality effects on them by applying the input, method, and output
on them. There is a need for stronger bridges between stakeholders from outside the
universities (employers, communities, parents) and academic institutions, as the global
economy is evolving and the connections among all groups depends on student satisfaction
(Khan & Shaikh, 2011). The satisfaction of students towards the institution directly influences
the social elements (student/teacher relationship, administrative relationships, student
relationship) and physical factors (modern classroom, library, transportation, computers,
WiFi, canteen and support services) (Uka, 2014). The commitment of leader management
towards student satisfaction has shown continuous and increased service standards (Mark,
2013).

University Service Quality

Service quality is the assessment of the service recipient regarding the overall performance
of an institution's service delivery. It is a measure of contrasting the preferences of customers
with the services offered that influence customer satisfaction (Kang et al., 2004). Alhkami and
Alarussi (2016) agree that the standard of service is very essential because clients feelmore
appreciated when they perceive that the company is taking steps that meet their standards.
Teeroovengadum, Kamalanabhan, and Seebaluck (2016) described service quality as the
interpretation of a university's services by the students. According to Asaduzzamanand
Rahman (2013), a university's service quality is an aspect of its students’ experience as an
overall evaluation of the services provided by the university. He defined tangibles as the most
important factor in determining the satisfaction of students with the quality of service,
including factors related to faculty and climate, namely cleanliness, room temperature,
computer laboratory, internet facilities, building appearance, staff appearance, and parking
facilities.

Parasuraman et al (1988), SERVQUAL, studied various dimensions of service quality. Five key
parameters or dimensions, including tangibility, reliability, responsiveness, assurance and
empathy, were involved in SERVQUAL (Lupo, 2013). Tangibility is characterised as the
personnel's physical facilities, appearance and equipment (Quinn et al., 2009). Similarly,
tangibility is the visible function of SERVQUAL that universities use to increase the satisfaction
of foreign students (Panda &Das 2014). Reliability describes the capacity to regularly and
efficiently achieve the exact service required (Brochado, 2009). University staff are therefore
considered trustworthy if they deliver the promised services correctly, show care for students
by responding promptly and document student records correctly. Responsiveness describes
the urge to support foreign students and immediately offers facilities (Gallifa & Batallé, 2010).
This suggests that university employees need to be more attentive, because a timely response
will ensure that a student is aware of the inquiry of the students (Sultan & Wong, 2010).
While, assurance is described as the courtesy and knowledge of employees and their
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capability to foster confidence and trust (Quinn et al., 2009; Clewes, 2003). Hasan et al. (2008)
stated that assurance is one of the essential dimensions of service quality, which means that
courtesy, expertise, and the willingness to establish confidence and trust are the concerns of
higher education students. The last dimension is empathy, described by the university as
loving, individualised attention provided to its students. Hasan et al. (2008) suggested that
the informal and formal method of the students to their lecturer would lead to greater
satisfaction with their experience in college.

Meanwhile, Teeroovengadum et al (2016) suggested the HESQUAL Model, consisting of (5)
five dimensions to measure service quality, namely the dimensions of administrative quality,
physical environment quality, primary education quality, support facilities quality and
transformational quality. Administrative quality component refers to the attitudes and
behaviours of the employees and administrative processes. The quality of physical
environment refers to infrastructure support, the learning environment, and the general
infrastructure; four variables, namely curriculum, attitude and conduct, competence and
pedagogy, which are the main quality of education. Since the standard of support facilities
applies to support facilities, six elements are used to assess them. Next, transformative
quality refers to students’ growth in terms of self-confidence, analytical thinking, problem
solving abilities, and the enhancement of knowledge and skills of the students. In addition,
Jain, Sinha and Sahney (2011) defined two significant dimensions, namely programme quality
and quality of life to understand the expectations of service quality by students with eight
sub-dimensions (academic facility, input quality, non-academic process, support facilities,
curriculum, interaction with industry, interaction quality, campus) to represent the specific
aspects of a service delivery process. Furthermore, the study by Sharma and Al-Sinawai (2021)
explored the effect of service quality on organisational performance by using a questionnaire
developed by SERVQUAL modification, comprising five dimensions, such as academic capital,
academic competence, development of skills, attitude and responsiveness. The results
showed that the three universities offered the same degree of standards of academic
services. It was also found that all the five dimensions of academic services standard greatly
affected the efficiency of organisation.

Empirical Research Findings

Each company should consider enhancing the satisfaction of their users with quality service
(Kitsios et al., 2019). For all industries, including higher education institutions, a good service
quality is important because it will enable the company to achieve its competitive advantages.
Any service quality changes that are not focused on the needs of customers would not lead
to an increase in customer satisfaction (Sivadas and Baker-Prewitt, 2000). In addition,
frustration will cause clients to distribute negative reviews and that will give the company a
bad image (Suhaimi et al., 2018). Several studies have shown that customer service quality
assessment can impact upon customer satisfaction (Kitsios, et al., 2019; Muhamad, et al.,
2018; Rizwan et al., 2015).

Previous studies used (5) dimensions of SERVQUAL to define the effect of service quality on
student satisfaction. Barua and Uddin (2021)’s study primarily aimed at examining the
relationship between the dimensions of service quality (tangibles, reliability, responsiveness,
assurance and empathy) and the satisfaction among 207 students from eight universities. The
findings showed that there is a positive relationship between directly observable dimensions
of service quality and student satisfaction, and reliability has a major impact on the
satisfaction of students. The research also found that responsiveness, assurance, and
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empathy have an insignificant relationship with the satisfaction of students. Similarly, the
current research by Lukic and Lukic (2020) among 986 respondents from Western Balkan
students assessed the nature of the relationship between perceived service quality and
student satisfaction.

Another study by Alsheyadi and Albalushi (2020) examined the interaction among 352
students from 18 higher education institutes in Oman, with regard to tangibles, reliability,
assurance, responsiveness and empathy dimensions of service quality on student satisfaction.
The findings found that the concrete dimensions of service quality, reliability, assurance,
responsiveness and empathy were identified as having a direct impact on student satisfaction.
Such evidence was also found in a study conducted by Hassan et al (2019) to establish the
relationship between service quality and student satisfaction. A total of 398 students
participated in the study. The results showed that the standard of service has a major positive
relationship with the satisfaction of students. The findings also indicate that the aspects of
empathy and response need to be focused by the employees as the quality of service is crucial
when students are involved. The results of this research suggest that a successful partnership
between employees and students would increase the satisfaction of students with the
services offered. In addition, Kandie's (2018) research on 60 university students in Kenya also
proved the influence of service quality on student satisfaction. The results of the research
indicate that service quality dimensions such as reliability, assurance, visibility, and response
have a positive and important effect on student satisfaction. If students feel comfortable
communicating with university employees, believing in the ability of employees to solve
problems, and if the employees are willing to support and value students, solve problems
quickly and provide the necessary learning facilities for students,it would generate
satisfaction for students with the services provided.

In another study to explore the link between service quality and the satisfaction of students
at public universities in Kenya et al (2016), it was concluded that the dimensions of service
quality had a major impact on student satisfaction. These findings indicate some
contradictions when they relate to expectations of the dimension of tangibles in the equation
of service quality and how satisfaction may be related to service quality. The study conducted
among educational institutions in Malaysia by Turay et al (2017) drew a different conclusion
that only a medium-strength association with satisfaction was shown by the responsiveness
dimension. In line with these results, Douglas, Douglas, McClelland and Davies (2015) who
studied student satisfaction in the United Kingdom's higher education context, concluded
that responsiveness from a student’s point of view is arguably the most important dimension
of quality.

Manik and Sidharta (2017) studied the quality of service among academic institutions in
Indonesia and noted that, compared to other dimensions of service quality, student
perceptions of the assurance offered by institutions were poor. In comparison, a study
conducted in Nigeria to examine student satisfaction with the service quality of libraries in
private universities found that perceptual scores correlated with assurance were higher than
those of other dimensions of service quality. Based on the data collected from students in
business schools in Jordan, it was discovered that assurance has a statistically important
relation with student satisfaction (Al-Haddad, Taleb and Badran, 2018). This is due to the fact
thatthe expectations of students about the degree of assurance given in their institutions are
likely to vary. Saleem et al (2017) addressed the effect of service quality on the level of
satisfaction of students. The results showed that, apart from tangibility, other elements of
service quality have a substantial effect on the satisfaction of students. This implies that
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students do not rate the school on the basis of architecture and physical appearance, but on
the standard of education provided. Another study to explore the link between service quality
and the satisfaction of students at public universities in Kenya, Kara, Tanui and Kalai (2016)
concluded that the dimensions of service quality have a major impact on student satisfaction.
These findings indicate some contradictions when they relate to expectations of the
dimension of tangibles in the equation of service quality and how satisfaction may be related
to service quality.

In order to determine the relationship between service quality and student satisfaction,
Hassan and Kurt, (2019) conducted a study on 120 students from (3) three universities in
Mogadishu, Somalia. The results showed that the standard of service has a strong and critical
relationship with the satisfaction of students. The dimension of reliability is the dimension
that has the greatest relationship with student satisfaction as compared to the other four
dimensions, according to the results of the report. This indicates that the consideration
provided by the educational institution will increase the satisfaction of the student.

In addition to using SERVQUAL as a service quality dimension, previous studies have used
various service quality dimensions, such as in (Annamdevula and Bellamkonda’s report, 2016).
Teaching, administrative services, internationalisation, instructional facilities, support
services, and campus infrastructure are the dimensions of service quality which have been
established. The senior students at seven Indian universities illustrate that service quality
have a huge effect on student satisfaction. Ali et al (2016) in his study used five service quality
metrics, such as academic aspects, non-academic aspects, programme problems, and
credibility. The research included 400 foreign students at three Kuala Lumpur public
universities and found that student satisfaction is affected by the five dimensions of service
quality. Program problems and academic factors mostly impacted student satisfaction by
having the highest average value, based on the dimensions of service quality. This indicates
that the university has succeeded in enhancing the standard of the core items of higher
education sector for academics and programmes.

Furthermore, Mansori et al (2014) in their study used classrooms, security components,
libraries, sports facilities, internet services, dormitories, and canteens as a service quality
dimension. For the research, a total of 460 students were sampled from (3) three Malaysian
public universities. The results of the study showed that service quality has a major positive
relationship with the satisfaction of students. The results of the report showed that the
satisfaction of the students was influenced by safety aspects, libraries, sports facilities,
internet services, dormitories and canteens as the most favoured by students.

The findings from Owino (2013)’s study on 1,089 students in Kenya showed that service
quality has a relationship with student satisfaction. The findings suggest that all aspects of
service quality such as human component, non-human component, blueprint service and core
service (core service) are related to student satisfaction. In addition, Farahmandian et al
(2013)’s study used equipment, consulting services, instruction, financial assistants, and cost
of analysis as a service quality dimension. This research was carried out on 225 students from
Universiti Teknologi Malaysia, Kuala Lumpur. The study's results showed that there is a
positive connection between the level of service and the satisfaction of students. Therefore,
this explains the satisfaction of the whole students with the efficiency of the services provided
by the university.

In addition, Thien and Jamil's (2020) study explored the impact of experience quality variables
on the overall satisfaction of 315 undergraduate students at a research university in Malaysia.
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The results showed good teaching, specific objectives and expectations, sufficient workload
and effective evaluation have important effects on the overall satisfaction of students. The
results presented empirical evidence to advise university agencies in adapting towell-planned
courses to meet the needs and satisfaction of students. A research conducted on 100
graduate students by Kadirova et al (2015) also showed that there is a positive relationship
with student satisfaction with the three dimensions of service quality, namely physical quality,
interactive quality, and corporate quality. Academic staff and non-academic staff need to be
guided on the assigned roles by the results of the report. In order to meet the satisfaction of
graduate students, this is critical in producing operational quality, accuracy of information
and integrity of service.

Karna and Julin (2015) carried out a report on the satisfaction of staff and students regarding
university facilities in Finland. The study found that primary university operations, such as
testing and teaching facilities, possessed a greater effect than supportive facilities on the
overall satisfaction of students and staff. In addition, the study also discovered that physical
facilities are more important to both academics and students compared to general facilities
in which library facilities are the best explanatory factor for overall satisfaction. In addition,
the research found that students were contented with factors related to public space,
comfortable learning atmosphere, laboratory, teaching facilities and accessibility to
university. Finally, the overall findings of both groups in Finland showed that the variables
correlated with the study and teaching practices had the greatest effect on students’
satisfaction.

In addition, Yusoff et al (2015) found (12) twelve underlying variables in Malaysian higher
education setting that significantly affect the satisfaction of students. Textbooks, tuition fees,
student support facilities, efficient comfortable atmosphere, classroom environment, student
assessment, learning experiences, lecture and tutorial facilitating goods, business processes,
lecturer relationships, competent and receptive faculty, helpfulness of staff, reviews, and
class sizes have major effect on the satisfaction of students The research further established
that study year, study programme and semester grade have a major effect on facilities for
student support and class size.

Another study by Hanssen and Solvoll (2015) found that the institution's prestige, the image
of the university and the quality of facilities have a strong impact on the satisfaction of
students. However, job opportunities donot significantly influence the satisfaction of
Norwegian university system. In addition, the study found that auditoriums, social areas, and
libraries are the physical variables that most strongly affect the satisfaction of students. Ali,
et al (2016) described academic, non-academic, and access, reputation, and programme
subjects as the superior factors affecting the satisfaction of students. A research by Chandra
et al. (2019) defined the effect between the standard of service and student satisfaction. This
research included a total of 1,000 students from (13) thirteen higher education institutions.
The findings indicated that there is a relationship between the standard of service and the
satisfaction of students. This research indicates that in order to increase student satisfaction,
universities in Riau shall make changes to student records and class comfort.

Previous studies have also shown that the standard of service has no important relationship
with student satisfaction (Mulyono et al., 2020; Osman & Ashraf, 2019; Martirosyan, 2015;
Wu, 2014). For example, the study by Mulyono et al (2020) analyses the impact on satisfaction
and loyalty of the quality of services given to students. Participants in this study were
Universitas Muslim Nusantara Al-seventh Washliyah's students, with a total of 312 students.
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The findings showed that the satisfaction of students was not important in mediating the
association between the problems with programme and the loyalty of students.
Furthermore, a study conducted by Wu (2014) on 470 individuals at Casino X in Macau, China
shows that service quality does not have a major relationship with customer satisfaction. This
result is in line with the findings of a study conducted by Osman & Ashraf (2019) on 310
students in Bangladesh when service quality has no important relationship with student
satisfaction. Another research by Martirosyan (2015) explored the influence of selected
service quality variables on the satisfaction of students in Armenia. Adequate curriculum and
faculty resources were identified as the key factors of student satisfaction. Research also
found the negative relationships with the satisfaction of students in graduate teaching
assistants and teaching styles.

Conclusion

The value of student satisfaction in the literature of higher education has emerged with the
continuous growth of higher education throughout the world. The empirical literature of
higher education was examined in this paper with the goal of improving the current
contribution of knowledge. The empirical results indicated that service quality influences the
satisfaction of students in various settings of the study context. It is obvious that the
dimensions of service quality are the most crucial element to the satisfaction of students.
These dimensions include the quality of service which are the tangibles, reliability,
responsiveness, assurance, empathy, teaching, administrative services, support services,
internationalisation, campus infrastructure, classroom environment, security aspects,
academic facilities, libraries, sports facilities, internet services, dormitories, canteens, human
element, lecture, tutorial facilitating goods, non-human element, textbooks, tuition fees,
blueprint service, core service, appropriate assessment, facilities, advisory services,
curriculum, financial assistants, student support facilities, clear goals and standards, study
costs, good teaching, appropriate workload, physical quality, interactive quality, corporate
quality, learning environment, public spaces, campus accessibility, professional comfortable
environment, student assessment, learning experiences, business procedures, social areas,
auditoriums and libraries.
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