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Measuring the Student Satisfaction on Higher
Education A Study of Govt College in Vijayawada
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Machavaram, Eluru Road, Vijayawada, Andhra Pradesh, India. esunithasrr@gmail.com

Abstract - Focus : the main focus of the study is on students satisfaction with the service provided by the educational

institutional . 150 students are selected from the different strecams from the selected college and self-designed

questionnaire is used for customer(students) satisfaction. the study is based on Descriptive study and convenient

sampling method. the customer satisfaction dimensions are measured in Likert s scale ranging from 5 to 1. The result

analysis shows that students are mainly satisfied for the following with teaching , communication and access to the

teacher determines ,sports Jibrary and highly satisfied with parking elements, but on the other hand students are not

much satisfied towards Physical appearance .

Key words : Customer Satisfaction, Dimensions , Education , Service , Quality .

I. INTRODUCTION

In the present era satisfying customer is one of important task
of the any business organisation, even in education
institution also the customers(students) must satisfied by
service provider because it undergone tremendous changes
in the recent days and focus it towards to the students, hence
they are the first receiver of the service in the institution ,if
they satisfy at all aspects like teaching, communication
Jibrary, sports, that it self creates the connecting link
between student and education institution. In the view of
HILL (1995) in the higher education the students plays an
important role and they first customers to the service
provided in the institution.in higher education organisation
service quality plays very critical role to provide better
service to their students. According to Berry (1995) college
success is influenced by the enhancing value by providing

better service to the students. thus the institution
quality is the best tool which
perceived it.

SCrvice
student satisfied through

Service quality : it is one of the key component of any
organisation ,in the educational institutional the student 1s
the first perceiver of the service . the service quality reflects
the image of the institution how promptly it meets the
students expcctation.

Customer satisfaction: with out customer there 1s no business
world , while the customer should satisfied by the service
provided by the organisation or business. I he not then, no
business so it became the internal part of the business that
satisfy the customer.

It is clearly indicating that both these service quality and
customer satisfaction working side by side
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2.the institution should
know their weakness and
strengths which influence
students sansfaction

georgain state

university

NEED OF THE STUDY

Above literature it is clear| icei ; . L . .

every day and every mi lt)’ Stehrwce 1S not pertain to a particular thing . it changes according to the customer views and exception

e ol ;ly utes the customer needs new type of services in the institution (like teaching, communicating ) so, there
€ cus " caticfant: . ) R .

Y ustomer (students) satisfaction on the service provided by the institution because the students are main

component of the organisation, i i . . NP i . .
e ganisation, if they satisfied at various elements in the institution it itself a publicity of a particular educational
ins n.

From the above literature some theoretical framework has done

Begins

Teaching

Physical appearance

Service or
facilities giving
provided by ]

institution

Access
Student

satisfaction

Recivicing
Communication

Parking
Library

Sports

Fig-1 (service factors and student satisfaction)
Sources : Author developed own model

There is a relation ship between sports and

OBJECTIVES OF THE STUDY : 5.

From the study of literature the following objectives has
framed

1. To study the customer satisfaction toward higher

education
2. To know which determine effects most the
customer satisfaction toward to higher education at

public institution.

HYPOTHESIS

1. There is a relation ship between teaching and
student satisfaction. (Tsl)
There is a relation ship between communication

o

and student satisfaction.(cs2)

3. Thereis arelation ship between library and
student satisfaction(ls3)

4. Thereis arelation ship between parking and
student satisfaction (ps4)

232 | UREAMY 0710274077
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student satisfaction(ssS)

6. Thereis arelation ship between access and
student satisfaction(a s6)

7. Thereis a relation ship between physical

appearance and student satisfaction(ps7)

III. RESEARCHMETHODOLOGY

The study is a descriptive research using quantitative
methods for collecting data using survey method with
convenience sampling. the sample are from undergraduate
and postgraduate level students from the college were
surveyed for the study . A structured questionnaire is
designed to collect the data with closed ended and open
ended questions. In the study the researcher collected data
from both primary data (from responded ) and from
secondary data (journals ,websites, books and made
discussion with student group) to get information .the
researcher designed questionnaire using five point scale to

© 2021, IJREAM All Rights Reserved.
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easure the satisfaction of students which consists of seven
determinates and each determinates has set of parameter
which students should indicates their satistaction on 1t the
five point scale varies from 1 to § pomts (every time o
never) when the researcher approaches the students they can
opted for any option m the questionnaire il they felt
comfortable or not comfortable with the service provided by
the mstitution n the study. A total of 150  students
respondents are selected from the institution of higher
education(HE). The selected students are from  different

streams 1n the mstitution.

Table .1

S.ee | Methodology in  the | A Brief Draw Of Study
study

1 Research Type Descriptive study

2 Sampling method Convenient Sampling

3 Size of sample 150

4 Nature of respondents Students

s Nature of data Primary and secondary data

Primary dara Students of vanous streams  of

| selected college in selected ity
| Secondary data Joumnals, websites, books

discussion with students
Self designed Questionnaire

& Instrument used  for

research
7 Analysis of Data | frequency and Percentage
collected method is used for data Analysis

Source: Researcher own model

AREA OF STUDY

The city of Vijayawada has been selected for the present
study based on the following information . the public
institution is Vijayawada ,is one of the prestigious
educational institutional ,located in a historically important
place like Vijayawada in Krishna district, Andhra Pradesh.in
the same, this public institution has also acquired its
significance and prominences in and round Vijayawada by
moulding the lives of many students to become great
personalities. This college has acquired great standard
academically by the contributions of great teachers as well
because in the history of any educational institution its
teachers play a vital role. Some of the key factors effects

1. The city has became the education institutions hub
of the state

2. Surrounding village students are showing interest to
study in this institution.

3. The selected college for the study is only one public
mnstitution in this city.

4. Low income people wants to get their child to study
in this public institution only .

IV.  DATA ANALYSIS OF THE STUDY

The main objectives of the study is to find out the customer
satisfaction on higher education which depends up on
various determinates. The researcher used frequency and
percentages tools for data analysis . The selected population

233 | JREAMV0710274077
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are male with 56% and female students 42.6% of the total
population .and the selected students are from different
course(UG &PG) available i the college, BCOM 6% of
the total .B.A 16% of the total population and B SC of 16%
of the total population and the M Sc 7%and M.A 6% of
the population, lastly M.Com 7% of total population. The
selected students with ( 41.3%) of are coming from Rural

Vijayawada city 54.6% of students arc
15

arca around the
resident of Vijayawada city only. The analysis of data
depending upon the determinate which influence the student
satisfaction on the higher education and how they sausfied
rating in the scale ( Every time, Often, Some time Rarely,
and Never) according to their comfortable environment 1n
the institution. The determinates are teaching  every tume
with high satisfied 43% in the institution which includes (
clarity , methodology , support) secondly access to the
teacher in the institution with 53% every time the students
are satisfied because the teacher is available to them even
after college hours through other means like over on phone
or through mails, thirdly communication where as students
are satisfied with 46% mostly impact on the satisfaction
fourthly library determinate is scores rate of satisfaction in
students  with 40% when ever they visit the library the
services are very much perceived by the students, fifth
element that is of sports in the college only students'of sports
were selected and they are highly satisfied with 53%. on
other side parking that most high satisfied determinate in the
study with 60% of students are satisfied the parking area 1S
sufficient for their vehicles because most of the students are
coming to the institution by their own vehicles. And lastly
physical appearance with very less level of satisfaction in
students with 39% so, here the more service is required to
satisfy the students in the institution . hence this determinate
is rejected .and all other hypo this are accepted in this study.

V. RESULTS AND FINDNGS

from the data analysis it is clear that students satisfaction
certainly depending upon the service provided by the
institution in higher education . the organisation which
supplies the product or services where the student
satisfaction is largely depended and the institution can meet
the students expectation (Khan and Matley 2009).n this
research the satisfaction of students affecting the nstitution
image based on following determinates

. There is a relationship between teaching and
students satisfaction

Table-1. . TEACHING

SNO | SCALE MEASURE | FREQUENCY PERCENTAGE |
1 Every Tume 65 433 |
2 Often H 204 1
3 Sometimes 36 Y] |
4 Rarely 03 33 |
S Never 00 00 -——1,

Total 150 o

DO 1033201 2434-9130.2021.0234
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Table-7 PHYSICAL APPEARANCE (VISIBL )

B

'S No | SCALE MEASURE FmFQl ENCY | PERCENT AGE
1 | Every Time [ S8 | 300,
T3 | Often I TR 32 2%
"3 | Sometmes | 28 192%
4 | Rarcly Jv‘ 34 23%
5 Never | 00 00
Total | 150 100

ISSN : 2454-9150

Finding :The students were litle satisfied regarding the
physical appcarance less student(39%) are satisfied every
time with these clement( 32.2%) students are satisfied often
where as (19.2% )are satisfied only sometime and large no
of students (23%) arc rarcly sausfied. From these analysis
it is clear that there is dissatisfaction regarding physical
appearance in the college Most of the students are Rarely
satisfied toward to the physical appearance in the

institution. (Rejected)

Based on finding the model has formed

Service

provided [N

FIG-2 : Re

Source: Based on primary data( Author own model)
VL. SUGGESTIONS

From the study the following suggestions has made:

1. The teaching determinate is very much satisfied but in
their teaching methodology  innovation should be
included because students needs attractive and learning
process .

Physical appearance is one important service provided

to students which a plays a vital role for satisfaction

levels .these element should increase in all aspects
including water facilities neat and clean toiles.

3. The opinion of the students should be monitor every
month in the institution about the services provided
through feedback system. Till now the feed back is
taken on the teaching determinates in the college it
came to now when the researcher had discussion with

N

the students. So, the study empathises on that feedback -

system should their for service provided in the
institution .

VII. CONCLUSION

The present study shows the effects on the measure the
customer satisfaction regarding the service provided by the
educational institution .the results shows that the service
quality greatly influence the student satisfaction in selected
determinates. The existences of student satisfaction lies in
the service provided by the teacher in teaching, teaching

Y A R AN INASEAD™ 4Ny o PN W

4 —

CUSTOMER

SATISFACTION

>
d Accepted

methods, understanding the students .and how they

communicate the information to the students regarding the

results, events, important day to celebrate etc, on other hand

the library facilities sports and lastly parking area in the

college .the researcher posited7 hypotheses in which 6 are
accepted and one is rejected the data analysis shows that
the determinates of services have a significate impact on the
student satisfaction levels in the institution . There is no
doubt about that, the students are very much satisfied with
the service provided in the public institution from the above
analysis it is clear. But in some area the institution have to
increase better service to attract the new students and
withhold the old students as it alumine for the development
of the institution.
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