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Abstract: In the increasingly competitive higher education market, institutions are adopting a 

market-oriented approach that places students as the key customers. Service quality has 

emerged as a crucial factor in enhancing the competitive performance of higher education 

institutions (HEIs) by positively influencing student satisfaction. This study examined the effect 

of university service quality on student satisfaction with Mozambican public and private HEIs. 

Using a descriptive and analytical approach, a quantitative analysis was conducted based on 

a survey of 402 students attending HEI courses in Mozambique. The study used survey 

questionnaire to gather information directly from the participants. The data analysis involved 

a series of statistical tests, including multivariate regression, bivariate analysis, ANOVA tests, 

and exploratory factor analysis. The study found a statistically significant positive impact of 

university service quality on student satisfaction,where the independent variables explained a 

significant portion of the variance in student satisfaction. Notably, the dimensions of teaching 

quality, administrative services, social environment, and curricula demonstrated the most 

significant impact on student satisfaction. Empirical evidence from the Mozambican context 

supports the significance of university service quality in student satisfaction and the overall 

institutional experience. HEI managers should prioritize offering high-quality services 

emphisizing giving on teaching quality and well-designed curricula is crucial. Furthermore, a 

specialattention should be given to the social environment and positive student experiences 

with administrative services. Balancing investments in tangible assets is necessary, as they 

may not be as influential in students' academic performance as teaching quality and well-

structured academic programs.  
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INTRODUCTION 

 

The growing national and international competition faced by higher education institutions 

forces them to select the best strategies that guarantee their success. Hence, they try to exceed 

the expectations of their students to satisfy them (Manzoor, 2013). The sustainability of the 

operations of universities depends on factors such as competitive advantage, student 

satisfaction, loyalty, and creating value (Dharmayanti, Samuel, & Devie, 2018). Therefore, 
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improving the quality of services is a vital element for students when choosing the university 

they intend to study (Schüller, Rašticová, & Konečný, 2013).  

 

The services offered by HEIs are similar to those provided by service companies. The 

interaction between the service provider and the receiver results in a relationship that 

satisfies both parties (Manzoor, 2013). The introduction of payment-by-feemodels has boosted 

this orientation of institutions (Minh&Huu, 2016). Monitoring and managing student 

satisfaction is crucial in highly competitive environments (Shahsavar & Sudzina, 2017). This 

section will define the main concepts of the study and explain their relationship. 

 

Service quality, reputation, and tuition fees affect the perception of value created by 

universities (Dharmayanti et al., 2018). People who pay for the services they use do not like to 

be passive recipients of any service provided by the institutions with which they interact. 

Students are now considered educational institutions' customers and partners in the teaching 

and learning process (Douglas, Mcclelland, & Davies, 2008). Therefore, it is increasingly 

important for universities to focus on student satisfaction to attract and retain them (Gruber, 

Fuß, Voss, Zikuda, & Gruber, 2010; Manzoor, 2013; Temizer & Turkyilmaz, 2012). So, in 

addition to learning, satisfaction must also be one of the desirable outcomes to be achieved by 

an educational institution (Gruber et al., 2010; Temizer & Turkyilmaz, 2012).Due to the 

increase in the number of HEIs, which, as a consequence, resulted in increased competition to 

attract and retain the best students, interest in student satisfaction catapulted(Temizer & 

Turkyilmaz, 2012). Student satisfaction and loyalty strongly depend on efforts to provide 

quality services (Temizer & Turkyilmaz, 2012). Therefore, HEIs must listen to and satisfy their 

students. 

 

Perceived service quality is the market's assessment of recent customer experience (Temizer & 

Turkyilmaz, 2012; Taecharungroj, 2014). In the context of HEIs, the customer is the student. 

Parasumem et al., in 1985, developed the SERVQUAL scale, based on the customer's 

perspective of service quality, the most common model used to measure service quality (Son, 

Ha, Thi, & Khuyen, 2018). The model is multidimensional and consists of five categories: 

reliability, guarantees, tangibles, empathy, and responsiveness (Son et al., 2018). 

 

University service quality is crucial for the competitiveness of HEIs (Temizer & Turkyilmaz, 

2012). A positive perception of service quality significantly affects the perceived value of 

services, HEIs' reputation and image, student satisfaction (Jiewanto, Laurens & Nelloh, 2012; 

Ismail, Surfadi & Yunan, 2016; Minh &Huu, 2016), and ultimately, student loyalty (Jiewanto, 

Laurens & Nelloh, 2012; Ismail, Surfadi & Yunan, 2016; Minh & Huu, 2016). Hence, HEIs 

cement their legitimacy before society when they ensure the quality and satisfaction of their 

students (Duarte, Raposo, & Alves, 2012). Those institutions must constantly obtain feedback 

from their stakeholders to understand how they value the services and how they can be 

improved (Duarte et al., 2012). Therefore, universities have been guided by a customer-

oriented service delivery philosophy, as they believe it is more likely to meet the needs and 

desires of their students more effectively (Minh&Huu, 2016). 
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When universities know how students perceive the quality of services offered, they can adapt 

their services to positively impact students' perceptions of service quality and satisfaction levels 

(Gruber et al., 2010). In this context, the literature suggests that monitoring students' 

experiences as feedback is vital to delivering quality services by HEIs (Gruber et al., 2010) 

 

Student satisfaction is a short-term attitude that results from evaluating the student's 

educational experience at the institution (Shahsavar & Sudzina, 2017). There is a recognition 

among scholars that student satisfaction results from comparing the perceived experience with 

the institution and its expectations, thus affecting the student's favourable or unfavourable 

evaluation (Taecharungroj, 2014). Student satisfaction is vital for HEIs because it significantly 

impacts student motivation and engagement, improving educational outcomes (Bellamkonda, 

2016). Satisfaction also positively affects student retention, recruitment efforts, and fundraising 

for HEIs (Shahsavar & Sudzina, 2017),thus strengthening the competitive position of the 

educational institution in the industry (Temizer & Turkyilmaz, 2012; Shahsavar & Sudzina, 

2017). 

 

Student satisfaction has assumed particular importance on the agendas of university managers 

because it is strongly related to student recruitment (Duong, 2016). For this reason, the 

institution's objective is to maximise students' satisfaction with their experience with the 

university while minimising their dissatisfaction to improve their performance in the ranking 

and thus help with recruitment (Douglas et al., 2008). 

For Duong (2016), three critical reasons justify the interest in studying student satisfaction, 

citing Sinclaire (2011): 

Satisfaction is the key to continuing studies, as it directly influences student motivation. 

It is positively related to retention and the intention to take additional courses in the 

future. It represents a public relations asset for HEIs. 

 

Shahsavar and Sudzina (2017) argue that the issue of satisfaction and loyalty in the context of 

higher education needs further investigation. In an increasingly competitive academic world, 

creating and maintaining student satisfaction is crucial (Awan & Rehman, 2013). Thus, the 

study intended to examine effect of service quality on student satisfaction in higher education 

in Mozambique 

 

METHODOLOGY 

 

This section provides a detailed account of the methodology employed in the study, including 

the research approach, data collection, instrument development, sampling technique, sample 

characteristics, and data analysis. 

 

Research Design 

This study adopts a descriptive and analytical approach to investigate the effect of university 

service quality on student satisfaction in Mozambican public and private higher education 

institutions (HEIs). By using the relationship between service quality and student satisfaction 

in the context of Mozambique. 
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Data Collection and Instrument Development 

Primary data was collected through a survey questionnaire to gather information directly from 

the participants. The questionnaire was designed to measure the key constructs of the study, 

namely service quality and student satisfaction. The questionnaire consisted mainly of closed 

questions with items aligned with constructs of interest. The respondents were asked to rate 

their responses on a five-point Likert scale, ranging from 1 (strongly disagree) to 5 (strongly 

agree). The survey instrument used in this study was adapted from validated instruments 

utilised in previous studies conducted by Taecharungroj (2014) and Temizer&Turkyilmaz 

(2012). 

 

The questionnaire underwent rigorous validation processes to ensure its validity and 

reliability. A reliability analysis was conducted to assess the internal consistency of the 

constructs and their respective dimensions. Cronbach's Alpha coefficient was used to estimate 

the reliability, with the quality of services construct demonstrating a reliability coefficient of 

0.89 and student satisfaction exhibiting a reliability coefficient of 0.84.These high reliability 

coefficients indicate that the scales used in the questionnaire are internally consistent and 

reliable for measuring the constructs of interest. 

The data was collected electronically from the target population. To ensure the protection of 

participants' rights and privacy, respondents were given the choice to voluntarily complete the 

questionnaire. Anonymity and confidentiality were maintained throughout the data collection 

process to comply with ethical considerations. 

 

Sampling Technique and Sample Size 

The study targeted students attending HEI courses in Mozambique as the population of interest. 

The sample was selected using a combination of convenience and snowball sampling 

techniques. The convenience sampling approach allowed for the selection of participants based 

on accessibility and willingness to participate, while the snowball sampling technique 

facilitated the identification of additional potential respondents through referrals from initial 

participants.The sample size comprised a total of 402 students, ensuring adequate 

representation and statistical power for the study. 

 

Data Analysis 

The collected data underwent a comprehensive data analysis process to derive meaningful 

insights and draw conclusions. Statistical analysis was conducted using the Statistical Package 

for the Social Sciences (SPSS) version 20.The data analysis involved a series of statistical tests, 

including multivariate regression, bivariate analysis, ANOVA tests, and exploratory factor 

analysis. These tests allowed for examining the relationships between variables, identifying 

significant factors impacting student satisfaction, and exploring the underlying dimensions of 

service quality. The findings from the statistical tests were interpreted to determine the nature 

and extent of the influence of service quality on student satisfaction in Mozambican HEIs. 
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RESULTS 

 

Social Characterization and Academic Profile of Respondents 

 

The characteristics of the respondents included the following: gender distribution, age bracket, 

year of attendance, academic level, and type of institution. The sample is similarly represented 

in terms of gender, with the most expressive age group of 21 years old or less at 41%, slightly 

above the 22–30 age group, at 40.8%. Regarding educational establishments, students in public 

institutions represent 82% of respondents, and universities are the most represented with 

88.4%. The first three years concentrate a higher proportion of students (62.8%). 

 

Table 1.Social characterization and academic profile of respondents 

Variable  Description N %   Variable  Description N % 

Idade 

up to 21 

years 

162 41.0% 
  

A
ca

d
em

ic
 l

ev
el

 
Bachelor 350 89.3% 

22 - 30 years 161 40.8% 
  

Master's 

degree 

38 9.7% 

> 30 years 72 18.2% 
  

Doctorate 4 1.0% 

Total 395 100% 
  

Total 392 100% 

Sexo 

Female 199 50.5% 
  

N
at

u
re

 
o
f 

th
e 

in
st

it
u
ti

o
n
 

 

Public 328 82.8% 

Male 195 49.5% 
  

Private 68 17.2% 

Total 394 100% 
  

Total 396 100% 

Y
ea

r 
o

f 
at

te
n
d
an

ce
 

 

1st year 81 20.5% 
  

T
y
p
e 

o
f 

in
st

it
u
ti

o
n
 

University 350 88.4% 

2nd year 82 20.8% 
  

Superior 

Institute 

41 10.4% 

3rd year 85 21.5% 
  

College 4 1.0% 

4th year 103 26.1% 
  

Academy 1 0.3% 

5th year 36 9.1% 
  

Total 396 100% 

6th year 8 2.0% 
  

        

Total 395 100% 
  

        

 

  

http://www.arjess.org/


31 

ISSN: 2312-0134  

 

African Research Journal of Education and Social Sciences, 10 (2), 2023 | Website: www.arjess.org 

 
 

 

 

Reliability of Constructs 

Before administering the multivariate analysis and ANOVA, to ensure the consistency and 

stability of each indicator in relation to its construct, the author tested the reliability of the 

constructs using Cronbach's Alpha, and the results showed that all constructs, except the social 

environment, have good reliability. 

 

Table 2 

Composition and reliability of synthetic indexes. 

Synthetic index Mean Std. 

Deviation 

Cronbach's 

Alpha 

Nr. Of 

Indicators 

University service quality 3.36 .67125 0.89 19 

Student satisfaction 3.63 .95226 0.84 4 

Teaching quality 3.46 .79706 0.73 4 

Administrative services 2.91 .96761 0.84 5 

Physical environment 3.24 .97114 0.77 4 

Social environment 3.54 .82385 0.60 3 

Quality of curicula 3.94 .95670 0.88 3 

 

Hypotheses Testing  

The results suggest that university service quality positively impacts student satisfaction. The 

independent variables (quality of teaching, quality of administrative services, physical 

environment, social environment, and quality of curricula) explain 41% (adjusted R²) the 

variation of the dependent variable (student satisfaction). The F test allows for validating the 

model in global terms. It tests the hypothesis that the R² in the population is zero. Thus, the 

hypothesis that R² is zero and statistically significant (F(5.389) = 53,681; p<0.001) is rejected. 

 

The independent variables (quality of teaching, social environment, and quality of curricula) 

present a statistically significant correlation (p<0.00) with the independent variable (student 

satisfaction). The quality of administrative services also proved to be statistically significant 

(p=0.037), while the physical environment dimension did not prove to be statistically 

significant (p=0.262). Correlations vary from moderate for the variable quality of 

administrative services (0.585) to high for the variable quality of curricula (0.773). 

 

The coefficient table presents the equation of the following estimated line: Student satisfaction 

= 0.297 + 0.276 Teaching quality + 0.105 Quality of administrative services + (-.055) Physical 

environment + 0.307 Social environment + 0.296 Quality of curricula. 
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Table 3. Determining factors of student satisfaction (multiple regression) 

Independent variables Betas  

Teaching quality 0.276**  

Quality of administrative services 0.105*  

Physical environment -0.055  

Social environment 0.0307**  

Quality of curricula 0.296**  

Adjusted R² 0.408 

F(5,389) 53.681 

** p< 0,001; * p<0,05 

 

The findings from the hypothesis testing shed light on the specific dimensions of service quality 

that significantly impact student satisfaction in Mozambican higher education institutions. The 

table presented below summarises the key results of the hypothesis testing conducted in this 

study, focusing on the relationship between university service quality and student satisfaction. 

 

Table 4 Summary of hypothesis 

Hypothesis Result P. value 

H1: University service quality has  a significant relationship with 

student satisfaction. 

Confirmed 
.001 

H2: The quality of teaching has a significant relationship with 

student satisfaction. 

Confirmed 
.000 

H3: Administrative quality has a significant relationship with 

student satisfaction. 

Confirmed 
.037 

H4: The physical environment has a significant relationship with 

student satisfaction. 

Not 

supported 
.262 

H5: The social environment has a significant relationship with 

student satisfaction. 

Confirmed 
.000 

H6: The quality of curricula has a significant relationship with 

student satisfaction. 

Confirmed 
.000 

 

 

DISCUSSION 
The findings of this study reveal a positive and statistically significant correlation between the 

quality of university services and student satisfaction, aligning with previous research. The 

quality of university services plays a pivotal role in the reputation and prestige of institutions 

(Duarte et al., 2012) and serves as a crucial antecedent for student satisfaction 

(Shahsavar&Sudzina, 2017; Dharmayanti et al., 2018). As student satisfaction increasingly 

impacts the performance of higher education institutions, aspects such as attracting high-calibre 

students (Duong, 2016; Douglas et al., 2008) and retaining them (Douglas et al., 2008) heavily 

rely on their satisfaction. Consequently, universities face a growing imperative to prioritise 

student satisfaction to attract and retain students (Gruber et al., 2010; Manzoor, 2013; 

Temizer&Turkyilmaz, 2012). 
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The findings of Gruber et al. (2010) reinforce the significance of understanding students' 

perceptions of service quality. By comprehending these perceptions, universities can adapt 

their services to positively impact students' perceptions of service quality and overall 

satisfaction. In line with existing literature, this study recognises the fundamental role of 

teachers in increasing student satisfaction levels. Additionally, factors such as curriculum 

content, the quality of administrative services, and the institution's social environment exert 

significant influences on satisfaction and thus warrant due attention. This study successfully 

replicates previous knowledge regarding the relationship between service quality and student 

satisfaction while identifying the factors that have the greatest impact. 

 

One commonly argued rationale for improving physical facilities in educational institutions is 

the belief that it will enhance student satisfaction. Existing literature within most service quality 

models suggests that tangible elements play a pivotal role in customer satisfaction. Within the 

higher education context, Hanssen andSolvoll (2015)emphasise the critical role of 

infrastructure quality, including well-equipped libraries and adequate IT facilities, in student 

satisfaction. However, the results of the present study indicate that the physical environment 

did not significantly impact student satisfaction as anticipated. This discrepancy raises the need 

for further investigation to understand why improving physical facilities may not always 

translate into increased student satisfaction. 

 

In conclusion, this study contributes to the existing literature by affirming the positive 

relationship between service quality and student satisfaction in higher education institutions. 

By identifying the factors that most significantly impact satisfaction, universities can focus 

their efforts on enhancing the quality of teaching, curricula, administrative services, and the 

social environment to better meet student expectations. Moreover, the study highlights the need 

for deeper exploration of the impact of physical facilities on student satisfaction, as the results 

suggest a discrepancy between expectations and outcomes. Future research should delve into 

the underlying factors influencing this relationship to provide a more nuanced understanding 

and guide institutions in their decision-making regarding physical infrastructure 

improvements. 

 

CONCLUSIONS 

The present study establishes that the quality of services has a significant and positive impact 

on student satisfaction within higher education institutions. The observed correlation between 

service quality and student satisfaction is not only statistically significant but also substantial, 

as the quality of services explains a significant portion of the variance in the dependent 

variable, student satisfaction. Among the various dimensions of service quality examined, the 

quality of teaching, administrative services, social environment, and curricula emerge as the 

most influential factors driving student satisfaction within the Mozambican context. 

Conversely, the physical environment exhibited a residual and non-significant impact on 

student satisfaction, deviating from the initial expectations. 

 

This research contributes to the existing literature by providing empirical evidence within the 

Mozambican higher education context, illuminating the critical role of university service 
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quality in fostering student satisfaction and shaping their overall institutional experience. These 

findings have important implications for higher education institutions aiming to succeed in a 

fiercely competitive environment.  

Based on the study's conclusions, the main recommendation for universities is to prioritise the 

provision of high-quality services to meet and exceed student expectations. Recognising the 

pivotal role of service quality in their success, HEI managers must devote attention to fostering 

a positive social environment within their institutions, as well as ensuring a seamless and 

gratifying experience for students with respect to administrative services. The study 

underscores the paramount importance of focusing on the quality of teaching and curricula 

content, as these dimensions play a central role in shaping students' perceptions of university 

services and, in turn, their overall satisfaction. 

  

In navigating resource allocation decisions, higher education institutions are advised to strike 

a balance between investments in tangible assets and the enhancement of teaching quality and 

well-designed academic programmes. While physical facilities are often deemed essential for 

customer satisfaction in various service contexts, this study reveals that they may not hold the 

same level of influence on student satisfaction in higher education. Therefore, institutions 

should cautiously evaluate their investments to ensure optimal resource allocation aligned with 

the most impactful dimensions of service quality. 

 

The study's limitations include a low representation of respondents from private sector 

institutions (17.2%) compared to the population (39.8%), along with underrepresented post-

graduate students (10.7%) and those from Academies, Colleges, and Superior Institutes 

(11.7%). To enhance study reliability, future research should aim to include a more diverse and 

balanced representation of these groups. Additionally, calibrating indicators for the physical 

environment dimension is necessary to better reflect the Mozambican context, as it showed a 

residual impact on student satisfaction. For future investigations, refining these indicators will 

offer deeper insights into the role of physical facilities in influencing satisfaction. 

 

Future research could expand on this study by exploring other dimensions of service quality 

and incorporating qualitative methods to gain richer insights into students' experiences and 

perceptions. Investigating the impact of student satisfaction on academic performance, 

retention, and institutional reputation would provide a broader understanding of its 

implications. By addressing these limitations and embracing new research directions, 

universities can further enhance service quality and student satisfaction, positively impacting 

their overall performance and competitiveness. 

 

  

http://www.arjess.org/


35 

ISSN: 2312-0134  

 

African Research Journal of Education and Social Sciences, 10 (2), 2023 | Website: www.arjess.org 

 
 

 

 

ABOUT AUTHOR 

 

The author is an assistant lecturer on undergraduate and post-graduate programmes in Business 

Management for the Faculty of Economics since 2000, in the following subjects: Marketing 

Management, Service Marketing and Marketing Research. The academic qualification of the 

author is a master’s degree in business management. Currently is doing is PhD thesis in the 

field of Marketing at Eduardo Mondlane University. 

 

DISCLOSURE STATEMENT 

 

The author has no conflicts of interest to declare. There is no financial interest to report. I 

certify that the submission is original work and is not under review at any other publication. 

 

REFERENCES 

 

Awan, M. A., & Rehman, M. A. (2013). Antecedents of Higher Degree Students ’ Satisfaction : 

A Developing Country Perspective. Middle-East Journal of Scientific Research, 18(5), 

651–659. https://doi.org/10.5829/idosi.mejsr.2013.18.5.11737 

 

Bellamkonda, S. A. R. S. (2016). The effects of service quality on student loyalty: the 

mediating role of student satisfaction. Journal of Modelling in Management, 11(2). 

https://doi.org/http://dx.doi.org/10.1108/JM2-04-2014-0031 

 

Dharmayanti, D., Semuel, H., &Devie. (2018). The Students Satisfaction , Student Loyalty , 

Competitive Advantage And Financial Sustainability On Private Universities In 

Surabaya. Advances in Social Sciences Reearch Journal, 5(10), 266–275. 

https://doi.org/10.14738/assrj.510.543 

 

Douglas, J., Mcclelland, R., & Davies, J. (2008). The development of a conceptual modelof 

student satisfaction with their experience in higher education", Quality Assurance in 

Education, Vol. 16Issue: 1, pp.19-35, https://doi.org/10.1108/09684880810848396 

 

Duarte, P., Raposo, M., & Alves, H. (2012). Using a Satisfaction Index to Compare Students ’ 

Satisfaction During and After Higher Education Service Consumption Using a 

Satisfaction Index to Compare Students ’ Satisfaction During and After Higher 

Education Service Consumption. Tertiary Education and Management, 1–24. 

https://doi.org/10.1080/13583883.2011.609564 

 

Duong, M.-Q. (2016). The Factors Influencing Student Satisfaction in Vietnamese Higher 

Education. International Research in Education, 4(1), 27–38. 

https://doi.org/10.5296/ire.v4i1.8191 

 

Gruber, T., Fuß, S., Voss, R., Zikuda, M. G., & Gruber, T. (2010). Examining student 

satisfaction with higher education services Using a new measurement tool. 

http://www.arjess.org/


36 

ISSN: 2312-0134  

 

African Research Journal of Education and Social Sciences, 10 (2), 2023 | Website: www.arjess.org 

 
 

 

 

International Journal of Public Sector Management, 23(1), 105–123. 

https://doi.org/10.1108/09513551011022474 

 

Hanssen, T. E. S., &Solvoll, G. (2015). The importance of university facilities for student 

satisfaction at a Norwegian University. Facilities, 33(13–14). 

https://doi.org/10.1108/F-11-2014-0081 

 

Ismail, A., Sufardi, Y., &Yunan, M. (2016). LogForum SERVICE QUALITY AS A 

PREDICTOR. 12(4), 269–283. https://doi.org/10.17270/J.LOG.2016.4.7 

Jiewanto, A., Laurens, C., &Nelloh, L. (2012). Influence of Service Quality, University 

Image, and Student Satisfaction toward WOM Intention: A Case Study on Universitas 

Pelita Harapan Surabaya. Procedia - Social and Behavioral Sciences, 40, 16–23. 

https://doi.org/10.1016/j.sbspro.2012.03.155 

Manzoor, H. (2013). Measuring Student Satisfaction in Public and Private Universities in 

Pakistan. Global Journal of Management and Business Research Interdisciplinary, 13(3), 

5–16. 

Minh, N. V., &Huu, N. H. (2016). The Relationship between Service Quality , Customer 

Satisfaction and Customer Loyalty : An Investigation in Vietnamese Retail Banking 

Sector. 8(2), 103–116. https://doi.org/10.7441/joc.2016.02.08 

Schüller, D., Rašticová, M., &Konečný, Š. (2013). Measuring student satisfaction with the 

quality of services offered by universities – Central European View. 

ActaUniversitatisAgriculturaeetSilviculturaeMendelianaeBrunensis, LXI(4), 1105–1112. 

https://doi.org/http://dx.doi.org/10.11118/actaun201361041105 

Shahsavar, T., &Sudzina, F. (2017). Student satisfaction and loyalty in Denmark : Application 

of EPSI methodology. PLOS ONE, 12(12), 1–18. 

https://doi.org/https://doi.org/10.1371/journal.pone.0189576 Editor: 

Son, H. T., Ha, N. T., &Khuyen, P. T. M. (2018). Measuring Students ’ satisfaction with higher 

education service – An experimental study at Thainguyen University. International 

Journal of Business Marketing and Management (IJBMM), 3(4), 21–34. 

Taecharungroj, V. (2014). University Student Loyalty Model: Structural Equation ModelingOf 

Student Loyalty In Autonomous, State, Transformed, and Private Universities in 

Bangkok. The Graduate School of Public Administration, 66–77. 

Temizer, L., &Turkyilmaz, A. (2012). Implementation of Student Satisfaction Index Model in 

Higher Education Institutions. Procedia - Social and Behavioral Sciences, 46, 3802–3806. 

https://doi.org/10.1016/j.sbspro.2012.06.150 

 

http://www.arjess.org/

