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ABSTRACT:

This paper aims to examine the dimensions of education service quality in private
universities in Ho Chi Minh City that affects student satisfaction. The quantitative methods are
employed in this study with the primary data collected through five dimensions of education
service quality. The sample of 393 students studying in these universities is selected for
apalysis in 2018. The previous researches are canvassed thoroughly using for theoretical
foundations. This research uses five variables to measure the education service quality in
private universities including organizing and administrating, qualification of lecturer, training
and teaching program, physical facilities and equipment, extracurricular activities. The results
of study pinpoint that there is not a substantial correlation between administrating and the
student satisfaction. However, the rest of variabies have positive and statistical significant

influence on stdent satisfaction.
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1. Introduction

Nowadays, higher education is considered a
marketing perspective in which leamners are
customers. Many universities always provide
services that respond to the needs of the markets
especially needs of learners. The umversities
provide services, the students as the mam service
receiver who may provide good feedback on their
service. Srudent satisfaction 1s considered as one of
the important conditions in service marketing. It is
also the prerequisite fact to attract students at the
beginming of the school year. In addition, It plays a
vital role 1n the success of private universities.

Therefore, the purpose of this study s to
investigate the relationship of dimensions of
education service quality in private universities in
Ho Chi Minh City that affects student satisfaction.
Also. there are more useful and reliable suggestion
can be given to the educational managers, the
policy-makers to formulate effective policies to run
the university.

2. Review of related literature

2.1. Student satisfaction

There are different definitions of satisfaction in
services and consumer marketing literature. In this
regard, Ohver (1997) clanfies sausfaction as

$8 20 - Thadng 11/2019 73



TAP CHi CONG THUONG

completely affording satisfaction, which means
consumers perceive that consumption fulfills some
of their need. desire and goal. Satisfaction can be
described as consumer sense of outcomes. Today,
this definition has been extended 10 the context of
higher education. A lot of empirical studies have
been studied about the determunants of student
satisfaction. The study realized that universities
necded to know whether their students satisfied
with the campus learning environment.

2.2. Organizing and administrating

Organizing and administrating is considered the
quality of supervision and feedback from academic
staff. Successful universities realize that academic
staff is very important to newcomers who may be
received many good advices for curriculum,
dormitory. Considering this view, Harvey (1995)
believes that good organizing and administrating
positively contribute to student satisfaction.

2.3. Qualification of lecturer

The qualification of the lecturer is the vital roles
in student satisfaction. It may be influence
student’s choice of university and student
satisfaction. According to Dil], D. D. (2007), good
university teachers may be provided more useful
knowledge, skills, class notes and reading the
materials, depth of lecture and teacher feedback on
their work. Also, they can create a pleasant
atmosphere which makes students
more satisfied. Similarly, this view is

Modern educationa) faciliues such as library,
textbooks, learning and living environments are
reliable equipment to support and sustain teaching
and learning quality (Mavondo et al., 2000).

2.6. Extracurricular acfivities

Extracurricular activities provide a setting that
maintains student involvement and allows them to
develop additional skills and gain recognition
(Feldman and Matjasko, 2005). When students are
attended in extracurricular activities, they tend
more positive self-concept than students do not visit
(o this activities. Moreover, Duque and Weeks
(2010) demonstrate that student satisfaction is
positively influence by this factor.

3. Research methodology

3.1. Research hypothesis

Based on the literature review, there is the
relationship  between the organizing and
administrating. qualification of lecturer, training
and teaching program, physical facilities and
equipment, extracurricular acuvities and student
satisfaction. Considering the reasons stated in the
previous empirical studies, this study is supposing
that the five dimensions of education service
quality which impact student satisfaction of private
universities in Ho Chi Minh City. Thus, these
assumptions lead to the following alternative-
hypotheses (Figure 1).

Figure 1. Hypotheses test

supported by Nadiri (2011) and
Gardner (1985).

( Organizing and administrating-H1 (+)

2.4.  Training and teaching

program

( Qualification of lecturer-H2 (+)

A Training and teaching program is

defined as the basic component of an
academic program. In terms of this,

( Training and teaching program-H3(+)

Student

Marshall (1987) realized that good

satistaction
N\

training and teaching programs

(Physical facilities and equipment-H4 (+

enhance student learning. Also, these

should be gful, valuable, and
beneficial to learner career prospect.

( Extracurricular activities-HS (+)

Likewise, Gordon (2005) and Elliott
(2003) are supported this perspective.

2.5. Physical facilities and equipment

Sohail and Shaikh (2004) confirmed that
physical facilities und equipment such as layout,
lighting, classrooms, appearance of buildings and
the overall cleanliness which were significantly
participate to students’ concepts of quality service.

74 $820 - Thang 11/2019

3.2. Sample

A convenience sampling method 1s employed
in this study. The private universities in Ho Chi
Minh City are considered the population for the
research. In 2018, a total of 1,280 questionnaires
were contributed to the students and 420
Questionnaires were answered. accounting for
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32.82%. There were
questionnaires  for
analysis after review.

3.3. Instrument

The main goal of this study is
10 investigate the dimensions
that influence student
satisfaction. Thus, this research
uses quantitative methods. To
measure the effect of the 5
dimensions on student
satisfaction, the questionnaires
consisted of two  parts:
demographic information and
education quality service. The
questionnaires were measured
using a 5-point Likert scale that
ranged from strongly disagreed
(1) to strongly agreed (5). It
means that each questionnaire
which consisted of 6 sections.
(Table 1).

3.4. Validity and reliability

To test whether the
instrument was (o be consistent
and reliable to measure the
variabtes of the study. De Vellis
(2003) confirmed that the dala

393
further

Table 1. Education service variables

Variables :m Previous studies
1. Organizing and administrating-O 4 Law and Meyer (2011)
2. Qualification of lecturer-Q 4 Griffin et al. (2003)
3.Training and teaching program-T 4 Griffin et al. (2003)
4 Physical facilities and equipment-P 4 Law and Meyer (2011)
5. Extracurricular activities-E 5 Feldman, Matjasko (2005)
6. Student satisfaction-S 4 Gruber et al. (2010)

Table 2. Results of reliability statistics

Variables Number Cronbach's

of terms Alpha Value
1. Organizing and administrating-O 4 0.79
2. Qualification of lecturer-Q 4 0.81
3.Training and teaching program-T 4 0.77
4. Physical facilities and equipment-P 4 0.78
5. Extracurncular activites-E 5 089
6. Student satisfaction-S 4 0.88

Table 3. Sample Descriptive Stafistics

Sources: The outpur of SPSS 21

: Variables Measure Frequency | Percent(%)

has been analyzed in terms of
nternal  consistency  and Freshman = 1 40 10.18
correlation. Sophomore 2 97 2468

The results of reliability )

Ji 3 110 27.99

statistics in the Table 2 show that i
Cronbach's Alpha values are Senior 4 136 34.61
more than 0.7. It means that Fifth year students 5 10 254
instrument is to be consistent S %93 e
and reliable to measure the
variables. Male 221 56.23

4. Results and discussion Female 172 4377

4.1. Descriptive

The results of the Table 3 Faculty 33 100
indicate that in the survey Business Administration 154 39.19
samples male students Financial banking 9 24.17
accounted for he majority _—
(56.23%) compared to female Information Technology 120 30.53
students (43.77%). Tourism & Hospitality 13 3.31

On the other hand, the Others 1 280 W
number of students surveyed — i |
from the Faculty of B . | 393 100

Administration  was 154, It

Sources: The outpur of SPSS 21
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occupied 39.19%, the Faculty of 1.T with 30.53%,
the Faculty of Finance and Banking with 24.17%,
the Facuhy of Tourism & Hospitaiity with 3.31%,
and other departments is 2.80%.

4.2. Correlation analysis

Table 4 shows that independent variables do not
correlate with one another, meaning that the model
does not occur in mukhi-collinear. But most
independent variables have linear correlations with
dependent variables.

4.3. Regression analysis

A multiple regression analysis is used 1o
examine  whether  independent  variables
statistically sigoificance to dependent variable.
Student satisfaction is used as dependent vanable.
(Table 5).

The results of multiple regression analysis
indicate that the model is fit and exhibits positive
and statistically significant retationship through F
statistics. The R? indicates that various dimensions

explain 47.9% of variance in determining student
satisfaction.

Table 6 outlines the results of study in which the
quahfication of lecturer, training and teaching
program, physical facilities and equipment,
extracurricular activities have significant positive
effect on student satisfaction whereas organizing
and administrating is not influence of the student
satisfaction.

5. Conclusion and policy implications

The results of muliiple regression analysis
indicate that student satsfaction is impacted by the
qualification of lecturer, (raining and teaching
program, physical facilities and equipmen,
extracurricular activities, bul not organizing and
admunistrating. Determimng which factors affect
student satisfaction is ver'y imporant for an
educational manager. Since, this helps them make
better decisions to improve the quality of education
inthe university

Table 4. Results of correlation matrix

[ Variables [ s ’—*0—17‘\ T e E |

| Student salisfaction-S 1 061 | 423 | 221~ | 251 03|
1Trgan|zing and aaﬂs!ralmg—oi} Jﬁ 1 { 029 -.068 ‘ -.052 .064 ‘,
2. Qualiication of leclurer-Q [T T o | om 079 |

#Eﬁamingand\eachingprogrén? T 7E:j: | o 070 |
4, Physical facilities and equipment-P | | 1 -0%4

[ et 7

Sources: The output of SPSS 21. (**%, **} are stansucally significant at 15, 5%.

Table 5. Resuits of muttiple regression anaijysis

Unstandardi
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2418 016*

el o

Sotirce: Results front SPSS 21, ##% (++x »%) are statishically significant at 1%, 5%.
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Table 6. Research hypotheses

Hypotheses Conclusion

H1: Organizing and administrating has significant effect on student satisfaction Rejected

H2: Qualrication of lecturer has significant effect on student satisfaction i Supported

H3: Training and teaching program has significant effect on student satisfaction Supported

H4: Physical facilities and equipment has significant effect on student satisfaction Supported
ms: Extracurricular activities has significant effect on student satisfaction Suppodﬁ
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CAC YEUTO QUYET PINH SUHAILONG
CUA SINH VIEN POI V61 CHAT LUGNG DICH VU
CUA CAC TRUGNG PATHQC TU THUC
TAI THANH PHO HO CHI MINH

© ThS. NGUYEN BA THANH
Trudng Bai hoc Tdi chinh Marketing

TOMTAT:

Muc dich clia bai vi€t ndy xem xét mdi quan hé ca sy hai long cla sinh vién 61 véi chat
Ivdng dich vy clia cic tnedng dai hoc o thuc tai thinh phd HS Chi Minh. Nghién citu sit dung
phuang phap dinh lugng, phan tich trén dit iéu so cap vdi miu khdo sit gém 393 sinh vién
trong nim 2018. Ca sd 1y thuy&t dua vio mdt s§ nghién ciu tru@e. Cha't lugng dich vu dude do
bing 5 bién, gdm: 1§ chitc quan 1y, chit Iugng gidng vién, chuong trinh dio tao, ¢d s6 vat chit
va hoat dong ngoai khéa. K&t qua nghién citu cho thiy, khdng t3n tai mdi quan hé gitra bién t&
chitc quén Jy vi su hai Idng cla sinh vién. Tuy nhién, nhiing bién con lai ¢ dnh hudng tich cyc
dén sy hailong.

T khéa: Sy hailong, dif lidu sd cap, trudng dai hoc ws thuc, phantich hdi quy bbi.
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