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Abstract:

Student satisfaction is considered an important factor in terms of quality in competitive
educational arena and education is taking a vital role in national development. Further, private
education is thriving and improving service quality becomes competitive in educational
environment, for there is an increasing interest and up to date standard service in respect of
universities which are both necessarily required and expected from respective students.

This survey attempted to investigate the essential factors on student satisfaction. A combination of
qualitative and quantitative approach was employed in this study. In the context of active learning
environment, this study can be utilized to assess and measure perceived university satisfaction to
acquire and validate an instrument.

The objectives of the survey were to identify student expectations from the university for their
future success, to clarify the importance of educational environment on student satisfaction, to
identify the better environment which fosters success and also to identify which facilities are
available to give students the ground to support in their study and which are not available
currently.

In this study, the questionnaire was done for measuring the student satisfaction on university
considering six-factors to acquire students’ responses and identifying their approaches with
respect to studying in higher education. The main aim is to identify and evaluate those factors
which affect student satisfaction in private university environment.

During study, a questionnaire was given to students around 500, A 342 return was received. The
questionnaire was done in two sections separately in order to compare student views about
university in general and in particular accordingly.

This study revealed that satisfaction model of education gives a ground to student-centered
learning that causes effective teaching/learning, improves communication skills, and supportive
learning environment. Institutional evaluation seems indispensable in the competitive educational
environment

The results demonstrated that students give more importance to academic staff, teaching, and
relationships apart from technology, administration, and campus facilities. The results require that
private educational institutions should take into consideration these 6 factors while allocating their
resources for satisfying student expectation as well as competing with the challenging educational
world.
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1. Introduction

Private universities try to do their utmost in artle alter teaching and physical facilities to get
successful students in this competitive global dioNot only competitive but also challenging
higher educational environment necessitate studatisfaction. It is observed that private
universities are available everywhere in this rgphanging world. But quality is a must for

attracting good students.

This present study considers a ‘77-item’ questiaenso figure out important factors which
affect student satisfaction at private universiti#ége need to determine expectations of the
students in relation with their future career, &mdjive details about the influence of educational
environment in order to improve success of theesitglat the respective university. Through this
survey, we aim to create a prospective environmemd, also to offer some strategies for this
challenging and competitive educational environment

Mutual relationships and understanding appear itaporfor prospective and sustainable
educational environment. Therefore, universitieasader ‘a virtual circle’ says Tanggt al.,
(2011). According to Maslow's hierarchy of needsdent satisfaction and motivation at private
universities are interrelated. Because; safetgse@ated with environment that includes campus
facility. Belongingness and love take into accon@ndship that make the way for relationship
at in higher educational environment. in highercadion.

When considering esteem that is related to achiemérand confidence in order to show due
respect towards teaching and administration. Sglfadization regards creativity, problem
solving, and creativity that require teaching anddemic staff. Physiological needs are essential
for campus and canteen. Private universities ararewf those needs of the students and
universities need to know their priorities in thegard and also put into practice those needs in
order to satisfy the above-mentioned needs of th@ests to make them successful and more
motivated fro fruitful outcomes.

Universities need to give importance to the follogvifactors such as; administration, physical
facilities, teaching approach, technology, acadsymand relationships at the universities. With
the help of considering those factors, Universitigan prioritize service quality dimensions and
balance service quality gaps” says (Coskun, L. 2014

If universities are aware of student expectatidhen they try to satisfy their needs. Because
satisfied students are likely to demonstrate moo&ivation towards learning. According seven
models in respect of quality education (Chesigal., 2002,). The satisfaction model is a good
option to clarify this study, for educational sagies and quality education can be adopted and
developed. Universities should know that their oosdrs are the students, therefore students
expect from the universities to satisfy their neadd so that they will be more motivated in
learning process.

To be responsive to the needs of the students thakeay for congenial learning environment
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which gives positive energy to the students, alstimae time motivates the students to participate
in learning materials.
2. Literature Reviews

In higher education, satisfaction of the studepisears as a must for increasing quality from the
angle of the student, for they are the promisingt@mers of the universities. Also, the positive
and negative comments from students are requiretetdify what the students expect from their
universities.

There is a relation between student satisfactiah thrir perceived value regarding institution
and experiences. (Doris, et al., 2009). Accordméstin (1993), campuses play important role
regarding curriculum, educational experiences &edristitution itself. Cooper (2007) compares
the students and higher institutions; such as:ébsiyand ‘sellers’ in education. Therefore, the
universities try to satisfy the needs of the respecstudents for fruitful results from learning
process.

Cunningham (2007) says that the student is satisfieen his/her needs are met. According to
(Munawar,et al, 2011) “tangibles are the physical appearancthefeducational institution is
not a matter of consideration for students.” On tither hand, Shahin (2006) says that
customers’™ expectation is needed to be undersmadentify service quality and customers’
expectation. Through a questionnaire, the univessdre able to understand their lacking parts.
That's why, Cooper (2007) expresses that any rekBeaan provide a possible and flexible
solution for the academic regulations. Satisfiaglents are more motivated and become assets
of the institutions. In this regard, Munawat,al, (2011) considers student satisfaction as parents
satisfaction and society satisfaction.

Tang, et al,(2011) explains how important and useful the viefighe students to the higher
education. Also, Kweket al,(2010) says that private universities mushroom yavkere and
very dynamic. So, feed backs from students helputiieersity administration fro finding the
faults fro the benefit of the institution in thisrapetitive and challenging educational world.
Cheng (1998) says as every work place faces clggéeocoming from technology, economy, and
political reasons, so the educational environmentAtcording Stukalina (2012) “Evaluation in
education can be characterized as the organizddcttoh and analysis of data to provide
constructive feedback about different aspects @fettiucational environment, which is necessary
to support decision-making within an educationatitation”.

Cheng.et al,.(1997) offers seven models for quality educatiochsas; (1) satisfaction; (2) goal,
(3) absence of problems; (4) resource-input; (Gaoizational learning; (6) legitimacy I; and (7)
process.

This study consider satisfaction model, becaussitRe perception about the quality of service
offered leaves positive image in the mind of stuglewhich finally leads them towards higher
level of satisfaction” says Munawaat al., (2011). Student satisfaction causes student®izh
learning. For that reason, Stukalina, (2012) stHtat “There is a necessity to link the needs of
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the customer with service functions in the frameéwair creating a student-centered educational
environment”. Also Munawaret al, (2011) adds that “Educational institutions sklooffer
student’s centered service and education”.

Students-centered learning provides an environfieeriaking responsibility in learning in order
to obtain academic performance and quality educati@t are expected from the respective
institutions. Therefore, Tangt al, (2011) adds that for the quality higher educabdngs about
creativity and independence in the students. Admawar,et al, (2011) adds willingness and
efforts are the results of student satisfaction.

Student satisfaction is related to learning envitent and motivation. Because, the “learning
can only happen if certain affective conditionsglts@as positive attitudes, self-confidence, low
anxiety, exist and that when these conditions aesgnt input can pass through the affective
filter and be used by the learner.” sagémleksiz, M. N. (2001)He adds that “motivation
depends on the social interaction between the ¢zaoid the learner.”

Satisfaction and motivation are interrelated toheather, after student satisfaction happens then
motivation make itself fest in learning environmeBecause, according ©0mleksiz, M. N.
(2001) “achieving motivation lets the learner a desireldarn” a target learning materials.
Eventually, “motivation to learn is “a studentsndency to find academic activities meaningful
and worthwhile and to try to derive the intendeddmmic benefits from them.” says Glynn,
S.M,, et, al., (2007).

That's why, “University administration should foces the quality of service to increase the
satisfaction level of students.” says Munawai,al, (2011). Those satisfaction factors are
explained in detail in following pages.

2.1.Academic staff

Stukalina, (2012) expresses that “students tenagtee with each other in their ratings of an
instructor, and that they are at least moderatalidyvin that student ratings of course quality
correlate positively with other measures of teaglafiectiveness”.

2.2.Teaching

Educational success makes the future of the higtecations, so they give more importance to
teaching of the respective students see it asrerefe.
2.3.Relationships

Audhesh K..et al, (2009) likens the campus environment as a largdimgepot and it has a
various community for creating positive relatiorefvibeen students and university administration.

2.4.Technology

According to Stukalina, (2012) technology is coesail as a necessity for fruitful internal
communication and also transferring knowledge enétlucational environment.
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2.5.Administration

Administration is in charge of supervision and n@amance of the learning environment.
Because, administration knows the importance ofroanication and data collection in order to
operate well.

2.6.Campus Facilities

Munawar,et al, (2011) states that “Higher their level of satetfon greater would be the quality
of students.” and adds that “Level of satisfactimectly affects students’ performance.”
Research methodology

During the spring semester, survey was done ativatpr university in Albania requesting
anonymity. Six questions were asked including acadetaff, teaching, and relationships apart
from technology, administration, and campus faesit The combination of both qualitative and
guantitative approaches were utilized. The main &ino identify and evaluate those factors
which affect student satisfaction in private unsrgr environment.

342 participant answered the questionnaire. Botmgy and secondary data were used to
collect due data in this regard. The universityuesfed anonymity and also many of the student
make plan to go abroad and English is the mediuthetducation. So, the students are in need
of more motivation in order to be successful.

Just 342 questionnaires were accepted right. Othiatf 158 questionnaires were not accepted,
hence, they were considered unusable, and they weoeplete, it was also considered that
those respondents were either uninterested to cai@per not amply serious with the survey.

The questionnaire includes 6 main factors, it \@a@seloped by Laurie et al. (1994). SBSS
statistics 20 version was used to get data. Ftisttal analysis, the factor analysis was used to
collect data through comparing means

Limitations

Limitation is observed as only one university teghin Albania. For better outcomes and better
comparative study, some universities are necedeamore fruitful results in the future. In this
study, only satisfaction model was used to figune quality education at universities, the other
models might be used to know service quality inhbkigeducation which cause student
satisfaction that has important relation with stuidenotivation and as a result students
performance in educational lives.

Resear ch hypotheses:

H1) Performance of the students in higher educasioelated to service quality.

H2) Motivation of the students stems from satistacof the students.
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3. Discussions and Findings

Table 1 demonstrates that the students give engpfiesdly on academic staff, because; since the
difference between factor analysis appears as t80860 in all variables regarding academic

staff and there is a correlation amongst the faltads mean scores regarding variables in the
scale. Then, they think that the relationships wathers play important in satisfaction, as it is

known in factor analysis such as .823 to .646 irdly) students demonstrate more importance to
technology as it is known the difference betweardiaanalysis appears as .720 to .547 in the
variables. Later on, the students show their @atith teaching, as it is shown as .680 to .414
in this evaluation. Fifthly, they think that adnstration is important, as shown like .762 to .462

in observed in table 1. Finally, the students adersthat the campus facilities are important for

more satisfaction, as in; .815 to .318.

Table1
Mean Factor | Standard
VARIABLES
Values Loads | peyiation
STAFF a**:.881 EFV*: % 13.007
There should be teaching ability of professordulesrs
_ 4.64 .803 .691
and supervisors.
University should have professional professors,
_ 757 757
lecturers and supervisors.
Quality professors, lecturers and supervisors shbal
) _ 4.61 .739 .749
at university.
Level of knowledge of professors, lecturers and
_ - 4.61 714 779
supervisors should be sufficient.
The teaching staff of university should be always
_ 4.61 .660 737
available.
RELATIONSHIPS a**:.874 EFV*: % 11.398
I should have chances to spend enjoyable time witb5 .823 .880
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other people on campus.

| should have opportunities to make friends 4.03 .818 .958
I should have chances to pursue my social interesty 4.19 T71 .835
I should have opportunities to develop close
_ ) 3.92 .736 .978
friendships.
At this university, | should find a quality socide. 4.26 .646 .895
TEACHING a**:. 781 EFV*: 9% 9.327
Workload and study demands are my first preference4.11 .680 .898
The range and diversity of topics and units shdadd
very 4.20 668 | .783
comprehensive.
| should receive fruitful feedback related |to
_ 4.25 .655 .871
assignments and assessment.
I should receive quality education from my univsgsi | 4.60 .584 .710
I should have flexibility of course and unit
_ 4.20 541 .828
requirements.
| always need the course that will provide job
4.49 414 .802
prospects.
TECHNOLOGY a**:.800 EFV*: % 9.158
A university should have a very useful student émai
_ 4.54 .720 732
service.
Website of university is important for students. 54. .718 157
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At university, there should be computing and
_ 4.58 .641 .692
technology services.
| should always find computer availability of
_ _ 4.42 611 .838
university.
On campus, internet access should be availablel and
4.66 547 .704
useful for students.
ADMINISTRATION ar*. 774 EFV*: % 8.944
| should be satisfied with the scheduling of leetur 4.27 762 947
| should observe a friendly community atmosphere of
_ ) 4.29 715 .840
the university.
The services from administration staff should |be
_ 4.35 .684 .838
supportive for students.
Administration  staff should be flexible and
_ _ 4.18 .641 .879
approachable in meeting my needs.
At my university, financial cost of study is OK. 43. 462 1.25
CAMPUSFACILITY o**:.638 EFV*: % 6.871
Quality of the campus faciliies makes students
o 4.07 .815 .963
satisfied.
Location and environment of Campus are important fo
4.28 .661 917
students.
Library resources are useful in terms of qualityd an
o _ _ 3.91 578 1.04
availability of university.
When | am on campus, | would like to feel securé jan
4.49 412 .862

safe.
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Parking facilities should be spacious and comfdetab| 4.06 .318 911

**Factor Cronbach Alpha values

*EFV/ Explained factor variance

There were 75 were male and 165 were female stsiddrthe survey. The survey reflects the
perceptions of the students about the university @@ important factors which affect their

satisfaction that requires motivation of the studem learning process.
4. Conclusion

With the help of this study, we observe that toiwade students for better performance in higher
education, universities need to give importancedademic staff, teaching, and relationships
apart from technology, administration, and camp@agslifies. Because, satisfied students will be

more motivated to demonstrate more performancetasavill cause better outcomes, and also it

meant that students will opt for the universitytthalps them to get more academic success in
their future lives. Because, student satisfactorelated to “the educational environment in the

form of students’ perceptions of the educationaliremment, is an outcome of the expectations

and experiences of the subject, study course,umtysprogram as a requisite element of the

integrated educational environment” says Stukalip@12). He adds that “student satisfaction is

regarded as a key product of higher education”.

Therefore, as higher educational institution, tekeguld know that “greater the level of students’
satisfaction, higher will be their motivation totpmore efforts and they will produce better
results.” states Munawaet al, (2011). More than that, Stukalina, (2012) givesre details as
the “satisfaction is supposed to be closely reldatednotivation that is with the intention to
continue their studies to obtain new knowledge”.

If the private universities try to do their bestrteet students’ needs through which they will
built their future in the competitive and challemgihigher educational world. The private

universities should consider this type of surveyigare out their lacking and positive parts to

look at their future, since satisfied students W&l more motivated for academic performance
that will make the new students select their respecniversities.

5. References

Astin, A.W. (1993). What matters in college? Fortical years revisited. San Francisco: Jossey-
Bass.

Audhesh K. Paswan PhD & Gopala Ganesh PhD (20B88her Education Institutions:
Satisfaction and Loyalty among International Studedournal of Marketing for Higher
Education, 19:1, 65-84

http://proceedings.iises.net/index.php?action=proceedingsindexConference&id=1 260



13 April 2014, 9th International Academic Conference, Istanbul ISBN 978-80-87927-00-7, IISES

Cheng, Y. C,. Tam, W. M., & Tsui, K. T. (200New Conceptions of Teacher Effectiveness and
Teacher Education in the New Centubyong Kong Teachers’ Centre Journal, Vol. 1,
Spring 2002.

Cheng, Y,. (1998).The Pursuit of a New Knowledge Base for Teachercé&in and
Development in the New Centursia-Pacific Journal of Teacher Education &
Development, Vol. 1, No. 1, pp. 1-15.

Cooper, P., (2007nowing your ‘lemons’: quality uncertainty in UKdtier education, Quality
in Higher Education13 (1), pp 19-29

Coskun, L. (2014).Investigating the Essential Factors on Studentsfsation: A Case of
Albanian Private Universitylournal of Educational and Social Researé{i), 489.

http://www.mcser.org/journal/index.php/jesr/articiew/1867

Doris U. Bolliger & Oksana Wasilik (2009Factors influencing faculty satisfaction with ordin
teaching and learning in higher education, Distafaiication 30:1, 103-116

George B. Cunningham, (2007Development of the Physical Activity Class Sattgfac
Questionnairg(PACSQ), Measurement in Physical Education anddise Science, 11:3,
161-176

Glynn, S.M., Taasoobshirazi, G., & Brickman, P.q2 Nonscience majors learning science: A
theoretical model of motivation. Journal of ResbancScience Teaching, 44, 1088-1107.

Gomleksiz, M. N. (2001). The effects of age and iwadion factors on second language
acquisition.Firat University Journal of Social SciencEl(2), 217-224.

Kwek, C.L., Tan, H.P. and Lau, T.C. (2010e Impacbf Resource Input Modelf Education
Quality on theOverall Student$’erceived Service Qualitganadian Social Science, \Vol.
6 No. 2, pp. 125-144. [EBSCO, ABI/ProQuest, AMICWle] ISSN: 1712-8056

Laurie A. Schreiner, Ph.D. and Stephanie L. JatleiPh.D. (1994). Student Satisfaction
Inventory, retrieved from

www.noellevitz.com/student-retention-solutions/sfattion-priorities-assessments/student-
satisfaction-inventory/samples, Cited date 20/01%0

Maslow, A., (1943).A Theory of MotivationPsychological Review, 50, pp 370-396.

Munawar khan, M., Ahmed, I. & Musarrat Nawaz, m012). Student's Perspective of Service
Quality in Higher Learning Institutions; An evidsn Based Approachinternational
Journal of Business and Social Science, 2(11);1880

Shahin, A. (2006). BRVQUAL and model of service quality gaps: A fraorvor determining
and prioritizing critical factors in delivering quidy services in: Partha Sarathy V. (Ed.).
Service quality — An introductiofpp. 117-131). Andhra Pradesh: ICFAI University$3re

Tang S.F., & Sufean Hussin, (201@Quality in Higher Education A Variety of Stakeholder

http://proceedings.iises.net/index.php?action=proceedingsindexConference&id=1 261



13 April 2014, 9th International Academic Conference, Istanbul ISBN 978-80-87927-00-7, IISES

Perspectivesinternational Journal of Social Science and Hutres Vol. 1, No. 2, July
2011

Yin Cheong Cheng, Wai Ming Tam, (199Multi-models of quality in education, Quality
Assurance in Educatioiol. 5 Iss: 1, pp.22 - 31

Yulia Stukalina (2012)Addressing service quality issues in higher edocatthe educational
environment evaluation from the students' perspectiechnological and Economic
Development of Economy, 18:1, 84-98

http://proceedings.iises.net/index.php?action=proceedingsindexConference&id=1 262



