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STUDENT SATISFACTION WITH SERVICE QUALITY
IN HIGHER EDUCATION INSTITUTIONS:
AN ANALYTICAL REVIEW

Aaradhya Srivastava” and Anoop Beri™

Purpose: The main objective of present paper is to critically analyze the literature for exploring
the development of the concept of student satisfaction, evolved from customer satisfaction and
embedded in service quality literature. The present paper would present a holistic view of the
determinants of student satisfaction within HEIs. This review paper would provide a clear insight
on the earlier and recent approaches of student satisfaction. The paper also analyzed the student
satisfaction models (conceptual /empirically tested) till date for evaluation of student satisfaction
in HE context.

Design/ Approach: The paper critically examines past researches in the literature, exploring the
determinants of student satisfaction.

Findings: The reviews of past researches on student satisfaction revealed various approaches for
the study of student satisfaction like expectancy disconfirmation paradigm, satisfaction indices
and GAP analysis model (or SERVQUAL), out of which SERVQUAL is most widely used.
Several service quality factors are found influencing the student satisfaction, but none of them is
widely accepted. Still there is need to incorporate more aspects in evaluating student satisfaction.

Research implications: This review paper would provide service marketing literature an
understanding of the individual variables that intertwined to make-up the higher education students
experience satisfactory with the HEIs. It developed a linkage between student satisfaction and
service quality and provided scope for further growth and development of the concept of student
satisfaction.

Practical implications: This review paper can be of great help to the researchers and to the
management of HEIs in enhancing student satisfaction by examining its determinants and ensuring
their availability within HEIs.

Originality/Value: This paper provides new insight in student satisfaction enhancement measures
in higher education context. It explores issues in student satisfaction within HEIs and provides
help to researchers in providing directions for further research in this area.

Keywords: Service quality, Student satisfaction, Higher education institutions (HEIs)

In the present era of globalization, students have a lot many of choices regarding
the selection of HEIs for tertiary education. The motivated youth seek the best
education they afford anywhere in the world. The competition is continuously
increasing in the educational field posing the challenges of ensuring quality in
universities. As students are the direct recipients of the facilities and services of
the universities. If they are satisfied then, their education can be taken-up as quality
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education. Many researchers reported student satisfaction as major driver for student
loyalty (Kumar & Yang, 2014). By focusing on student satisfaction university
management can monitor quality for handling student’s expectations effectively.
Thus, it is necessary to explore the determinants of student satisfaction within
HEIs.

SERVICE QUALITY IN HIGHER EDUCATION RESEARCH

There are two most popularly used measures independent of service context, like
SERVQUAL and SERVPERF in any service-industry context. In case of
educational services, its consumers participate in the service delivery process. Thus,
it would be appropriate to evaluate the performance of HEIs with SERVQUAL, a
service marketing instrument (Shostack, 1977).

SERVQUAL (Parashuraman et al, 1988) is most widely used tool for measuring
service quality among different tools proposed by researchers. Although
SERVQUAL is most widely used in a range of service organizations and also its
several adaptations has been used by researchers in different service sectors,
considerable criticism have been raised regarding the instrument reliability and
validity (Cronin & Taylor, 1994). In responses to these criticisms, researchers
developed alternative approaches to measure service quality like SERVPERF
(Cronin & Taylor, 1992). SERVQUAL utilized disconfirmation paradigm while
SERVPEREF used an attitudinal paradigm. The literature revealed that SERVPERF
is most suited for assessing the predictive validity of service quality while
SERVQUAL for diagnosing service pitfalls.

THE RELATIONSHIP BETWEEN SERVICE QUALITY AND STUDENT
SATISFACTION

In earlier decades, the constructs of satisfaction and service quality have been
used interchangeably and it caused difficulties in defining these constructs and
exploring the causal directions of their relationships. Application of the concept
of service quality in educational institutions has been suggested by many
researchers. Past researches based on SERVQUAL in higher education sector
confirmed the positive influence of service quality on student satisfaction.
Parashuraman et al (1988) considered the directions of causality from satisfaction
to service quality. Cronin & Taylor (1992) conducted empirical researches and
concluded service quality as an antecedent of satisfaction. Rust and Oliver (1994)
stated that satisfaction measurement was based on several dimensions and
service quality is one of them. The student satisfaction approach goes along
with the continuous improvement of service quality (Harvey, 1995). However,
it was explored that satisfaction is a multidimensional concept and

should be operationalized differently than service quality (Sureshchander et al.
2002).
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THEORETICAL FRAMEWORK OF SATISFACTION

In the due course of the development of the concept of satisfaction, different theories/
approaches based on some standards have been postulated. The following section
overviews the earlier & recent foundations of satisfaction.

D
1.

I1.

Earlier approaches to the study of satisfaction:

Assimilation theory: It was introduced by Anderson (1994). The theory states
that the consumer makes some kind of post-usage evaluation about the product’s
performance. If the product’s performance does not meet the consumer’s
expectation/ perceptions then, discrepancy arises which may be called as
dissonance or negative disconfirmation.

Contrast theory: It was introduced by Hovland et al. (1957). It postulates
that post-usage evaluation by the customer gives predictions in opposite
directions for the expectations’ effect on the satisfaction, leading to a surprise
effect.

Assimilation-contrast theory: It is amalgamation of both assimilation and
contrast theories. It explains satisfaction as a function of discrepancy involving
expectations and perceived performance. If the discrepancy is relatively small,
then, it would be assimilated but if it is not assimilated, then contrast effect
occurs (Payton et al., 2003).

Negative theory: It was introduced by Anderson (1994). It postulates that if
the customer has strong expectations then consumer will respond negatively
to both circumstances i.e., dissatisfaction would result if perceived performance
is either less than or greater than the expectations.

Recent approaches to the study of satisfaction

Expectancy-Disconfirmation paradigm: Expectancy theory was developed
by Oliver (1980) and it is the most acknowledged conceptualization of customer
satisfaction. It explained satisfaction as expected and perceived product
performance difference.

Value-percept theory: According to this theory, satisfaction is an emotional
reaction and also, explained that customers may be satisfied by products and
services for which expectations never existed.

Equity theory: As per equity theory, individual compares their input/output
ratio with others and satisfaction exists when consumer perceive their output/
input ratio as being fair.

Satisfaction Indices: The meaning of satisfaction varies from different products
and services point of view. Thus, many organizations used standards for
comparing consumer satisfaction which includes the following:
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(a) ACSI: It assumes that consumer’s experiences influences the evaluation
of quality and predicts the performance of that particular product or
services. In ACSI model, the perceived quality is the degree a particular
product and/or service fulfills the expectations of customers.

(b) ECSI: This framework includes the core concepts of reputation,
expectation, perception quality, perception value, satisfaction and loyalty.

(¢) SAS: It is based on the ACSI & ECSI indices.

5. GAP Analysis Model: It was developed by Parashuraman et al.(1985). GAP
analysis states that the gaps in customer experiences and expectations direct
the consumers’ perceptions to enhance satisfaction, which is important for
policy performances.

THE CONCEPTUALIZATION OF STUDENT SATISFACTION

Higher education institutions consider students as the major stakeholders or
customers of higher education programs and services (Ravindran & Kalpan, 2012).
Earlier the concept of satisfaction was mainly concerned with customer satisfaction.
The first and foremost concept of student satisfaction was taken from the
Parashraman’s work, popularly known as SERVQUAL or the GAP model, based
on confirmation of consumer’s expectations. Appleton-Knopp & Krentler (2006)
confirmed the adequacy of GAP model in predicting student satisfaction at the end
of semester however, it has little predictive power prior to educational experience.

The second concept for student satisfaction has been taken from Herzberg’s
two factor theory of motivation (Herzberg et al, 1967). The theory states that factors
cuasing satisfaction are different from those causing dissatisfaction. Satisfiers are
under the self-control whereas dissatisfiers are the part of the environment.

Kano (1984) has given the third concept for student satisfaction as the author
further extended the categorization of satisfaction causing factors into three groups
of dissatisfiers or must be factors, satisfiers or more is better factor and delighters.
Although there are several approaches for measuring student satisfaction, yet it is
quiet difficult to measure this construct. Many researchers explained the value of
service quality in driving student satisfaction. Satisfaction construct is well rooted
and eventually evolved from the theoretical foundation of service marketing
literature. If we take into consideration the expectancy-disconfirmation paradigm
in higher education, then, satisfaction can be explained as student’s perceptions
meeting or exceeding their expectations.

DISCUSSION

Earlier satisfaction has been explored in marketing literature; not much attention
has been given in the area of student satisfaction. Past studies on student satisfaction
have been done in developed countries context. There is an increasing emphasis
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on student satisfaction because it can help the HEIs in winning a stronger competitive
position and also is an indicator of student retention and loyalty. Student satisfaction
contributed to decreased student attrition rate and contributed in many ways including
financial contribution, academic contribution and promoting positive word of mouth,
which affect the university reputation. Higher education needs to explore student
satisfaction in order to create a solid foundation for quality control. Student satisfaction
is an important area of consideration while formulating strategies of HEIS.

Satisfaction is basically the concept of marketing. Although, it has been applied
in the context of higher education by many researchers, still it is in infancy. If
educational institutions apply the consumer behavior theory in education and regards
students as customers, purchasing the educational services, then, institutions have
to ensure their satisfaction with services provided therein. SERVQUAL is the most
widely used service quality methodology and is also modified by many researchers
in educational context. Past studies focused mainly on service quality dimension
as determinants of student satisfaction, but studies regarding the contribution of
academic engagement are not evident from literature. The satisfaction is subjective,
varies from individual to individual and it seems to be dependent on the socio-
cultural background of the respondent as well as on their demographic
characteristics. Also, student satisfaction may be subjective in terms of support
provided by the learning environment for their academic achievement. Thus, a
comprehensive student satisfaction model is needed because students are the main
stakeholder in higher education context as they may be considered as product of
educational services. There is a lot of scope for extensive research in the area of
student satisfaction at the higher education as well as at school level, in order to
ensure quality practices in education, right from its beginning. If we have to maintain
the fundamental principles of TQM in education sector, we must explore student
satisfaction right from the school level along with performances and experiences
of students in school to maintain quality within institutions.

CONCLUSION

Although many researches has been done in recent years, yet the struggle to rightly
unfold the concept of student satisfaction is still in progress. Most of the previous
studies explored the causes of student satisfactions and dissatisfactions and proposed
several models based on service marketing literature. These studies explored that
service quality features (teacher’s expertise, courses offered, university
management, campus life, academic as well as administrative services and
infrastructure) of the universities influence student satisfaction. In education sector,
HEIs deal with different groups of students, each has given the same quality services,
but the level of student satisfaction is a subjective interpretation. Thus, it is strongly
recommended that researchers should explore student satisfaction beyond the
service quality dimensions, in relation to other variables like student engagement.
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