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Abstract

The aim of this research is to investigate and identify the factors, which influence Students
Satisfaction in Mehran University of Engineering & Technology (MUET) Jamshoro, Sindh,
Pakistan. The factors for Students Satisfaction were based upon Four Categories i-e: Quality
of Teaching, Administrative Support, Career Counseling and Financial Support. The absence
of these factors has Negative Influence on provision of Quality Education, which resulted in
lowered Satisfaction of Students. In order to investigate MUET Students Satisfaction, a
survey questionnaire was designed with the help of literature having questions from above
mentioned categories. It was found that Students do not have major concern on the Quality of
Teaching and the Administrative Support. However, they seem to have some un-satisfaction
in financial Support and Career Counseling Facilities. It is further identified that university
management have initiated some measures to increase the students’ satisfaction such as
adoption of Campus Management System and timely distribution of bursaries, whereas more
suggestions for improvement can be identified through this research.

Keywords: Students Satisfaction, Teaching Quality, Administrative Support, Career
Counseling and Financial Support.

Introduction
The twenty-first century is the century of the rapid development and the change. Knowledge
detonation, the critical advantage growths in the arena of the science, technology and
developments, globalization and reducing resources have carried each circle of life below
wonderful burden to react quickly to the moving development and educational institutes are
no exemption. The phenomena have been prompted accountability, effective consumption of
resources, market place is driven approach and speedy response to initial needs and all the
necessity of the stakeholders in the higher educational institutions. The growth in demand of
value for the money, recourses and time on the other part of several stakeholders such as;
government, industry a business, students and the community as an entire.

Quality is an evaluation amongst performance and expectation. (Parasuraman et al.,
1985) and the quality is also a conformance to requirements. (Crosby, 1979). Educational
institutions are no exemption in adopting these approaches to improve their services. A
service is a serious driver of profitable growth and customer retention. (Query et al., 2007).
The service quality phenomena prompted accountability, effective consumption of resources
by adopting market driven approaches to provide speedy response to initial needs of all
stakeholders in higher educational institutions. The idea of quality service is connected to the
ideas of expectations and perception. (Parasuraman et al., 1994) and (Kotler et al., 1996)
suggests that quality service is all about customers having positive opinions about company’s
actions.

Satisfaction is an attitude, perception or overall decision on the service superiority.
The decision is founded on the difference between actual experiences and expectations of
customer. (Zeithaml et al. 1990). The educational sector providing higher studies now a day
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give due importance to customer satisfaction. Student satisfaction is explained that a student
within a university, college or educational institution could be preserved such as; customer or
a client. So in that case a university, college or educational institution must serve the students
superior and important to satisfy their needs and expectations. (Grossman, 1999). To give
importance to Students Satisfaction is of great interest of institutions. As this one prospective
influences the inspiration, retaining of student, the efforts of recruitment, and the funds
raising” (Schreiner, 2009). Todays, higher educational institutions (HEIS) primary goal is to
produce satisfied students.

Satisfaction can be defined as a customer’s post purchase assessment of the total

experience of service (procedure and conclusion). It’s an emotional (feeling) state of feeling
response in that customer’s expectations, wishes and needs throughout sequence of the
proficiencies of service have been happened or surpassed. (Hunt, 1977). At the level of
universities, it is very crucial to develop customer satisfaction (Students Satisfaction).
Students Satisfaction is determined by calculating the coursework quality and extra
prospectus happenings and so many supplementary factors connected toward a university.
Professor and lecturer must be treated to the students through the sympathy also sensitivity,
and support must be delivered while needed. (Kaldenberg et al., 1998). With proper planning
and adoptability of quality system procedures it is not much difficult to achieve Students
Satisfaction. If it is attained, it will effectively facilitate universities in achieving their
strategic objectives. (Seymour, 1993).
Students Satisfaction is an emerging term in provision of quality education in HEIs of
Pakistan. Major emphasis of this phenomenon is given in quality assurance practices of
Higher Education Commission (HEC) such as Self-Assessment. Universities are providing
regular and satisfactory educational services which could be enough for the students to
explore the large area of studies but Universities must work more on provision of quality
services in areas of: Primary services which helps the students to understand and learn for the
purpose to get quality education. When students are given primary quality services it directly
effects the intellectual abilities of students.

The intellectual abilities mainly involve the growth of human understanding and
behaving accordingly to face the challenges which effects to seek the education of new era.
Increase in intellectual abilities helps to grab more knowledge because knowledge works like
blood for survival. Through Knowledge students and university staff communication skills
improves which help the institution to grab more market share in the form of students.
Quality and efficient communication skills helps institutional staff to satisfy more easily and
more satisfied students full of knowledge. Knowledge full employees and students of the
students have strong interpersonal skills, the interpersonal skills help both stakeholders to
resolve issues easily, and knowledge and interpersonal skills reduces the time costs and
delays to resolve the issues faced by students as well as institutional staff.

Quality of education is measured by the quality of degrees along with knowledge
transferred to students. Quality education enhances student satisfaction, confidence and spirit
to face the cut throat competition prevailing in the market. When university and different
departments continuously provide students’ knowledge full degree i.e. under graduation,
graduation the confidence of students also increases to meet the demand and supply of the
market. Post-graduation degree is totally related to with the research and experiments
conducted in the institutions. In the perspective of research, quality labs with latest
instruments increases the students’ research and development behavior.

University building is a hallmark of quality education, building alone cannot
improvise the facilities required by students. Highly equipped library helps students to study
approach quality education. Quality education includes the latest patterns of education.
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Therefore, universities with digital libraries access are categorically counted in updated
universities. University with good transport facilities are highly preferred by students,
therefore, universities which provide enough transport save the energy and time costs of
students. Security of university is one of most alarming issue in developing countries,
therefore, in developing countries students and other stakeholders mostly prefer the tight
security institutions to seek admissions.

Education plays a vital role for the monetary progress in country. It is best for every
educational institution to understand the strengths and weakness as well as opportunities and
threats. The survey of student satisfaction is the systematic process to collect customer data
and analyze data to create it keeps on useful information, managing the results and tries to
implement those results and reduce the dissatisfaction level of graduate student of MUET.
Student satisfaction is the real voice of students on the assessment of performance through
which university can understand the weak area. The management of MUET s trying to
improve the quality of education and all other services day by day which are offered by
university but still there are some areas where there is a lack to solve the student’s problems.
It is an essential to resolve the dissatisfaction level of students that affect the quality of
education and the performance of the university. This study would help the university
administrations (not only MUET but also other universities) to know the level of student
satisfaction as well as other aspects of importance. The findings of this research can work as
a knowledge base which can be adopted by the universities in Pakistan to serve students
more effectively in the future, and develop their quality of service to increase the satisfaction
level of its students.

Hence, keeping in view the various challenges HEIs face such as lacking of funds etc.
efforts must be taken to investigate the urgent needs of students in order to satisfy their
needs.

Mehran University of Engineering and Technology Jamshoro is the best Public Engineering
University in Pakistan. According to the recent ranking of universities issued by HEC (2015)
The Mehran University of Engineering and Technology (MUET) is ranked 1% in Engineering
Universities in public sector universities of Pakistan. MUET always keen to identify the areas
of improvement to increase it Students Satisfaction. This study presents realistic suggestions
to satisfy students’ needs of MUET and to improve their quality of education in all the
disciplines. In addition, it is also helpful for management in adopting better practices to
improve the overall satisfaction of its students. The findings of this research will also help
other universities in Pakistan to serve students more effectively in the future, and develop
their quality service system to increase the satisfaction level of its students.

Hence, the conceptual framework of the research is represented in figure 1.

Figure 1 Conceptual Framework (Based on Keaveney and Young, 1997)
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To meet the research question of this research with the help of literature, mainly four
categories are formed namely; teaching quality of university, administration facilities to help
and guide the students, career counselling for students to meet the market demand and supply
equipped with quality and up to date knowledge and skills and fourth category involves the
financial support for students to help them meet the education financial burdens faced by
students. When four categories are formed to address the research problem, then these four
categories are further dissected into 42 factors in sub categories. In first category of teaching
quality, there are 11 factors, which address the majority of those problems which are faced
by both stakeholders: students as well as teachers of the university. In the second category,
there are 19 factors which curtails the administrative issues, in other words administrative
support required by students. In the third category, career counseling issues are subsided to
help students meet the future problems. Finally, the last category measure the financial
support issues. Financial problems are addressed to help the students meet the financial
issues after seeking admission and during the education time. Third objective defines the key
factors of basic four categories. These key factors define the satisfied and unsatisfied factors,
if these alarming issues are technically resolved with the help of research then university
services automatically improve to meet the day to day challenges for university to provide
quality education to students.

Research Methodology

Quantitative Methodology has been used to conduct this study of research. Patton, (1990)
suggested that in Quantitative Methodology data can be collected from the maximum number
of respondents in a short time. Since this research is also exploratory in nature, and in order,
we conducted a survey by developing and using a questionnaire. The gaps (Table 1) identified
through literature on which survey questionnaire is based shown in the following Table.

Table No: 1 Gaps Identified from Literature

DIMENSION AUTHOR
Teaching Quality Pounder, 2007
Administration Facilities Gbadosami & De Jager (2010)
Career Counseling Bian (2008)
Financial Support OFFA (2010)

The questionnaire consisted of two parts. On the one hand, it consists of the personal
information of candidates and on the other part, it consists of 42 close ended questions
divided in four major categories i-e: Teaching Quality, Administration Facilities, Career
Counselling and Financial Support. The number of questions in the said four major
categories/sections vary according to the extent and demand of the category.

The first category of 11 questions deal with Teaching Category. The questions are
directed at the teaching quality, teaching methods, services provided to students during study
years and questions exploring the problems faced by the students these questions measure the
influence of these factors on the student satisfaction. The second category of 19 questions
focus Administration Category to check its influence on student satisfaction. The questions
are related to the administrative services and facilities provided to students during their
studies at university, the problem faced by students and experiences about the administration
services. The third category of 6 questions is directed towards exploring Career Counseling.
These consist of inquiries concerning the career counselling awareness facilities, career
opportunities and career counseling seminars facilities provided free of cost to students
during study at university after completing the degree. To help students understand the
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challenges in the market and how can students face those challenges to start their career life
and overcome these career problems. The last category of 6 questions consists of questions
regarding the financial support facilities to talented and competent as well as needy students.
A student is under a lot of financial strains and may need financial support to carry out their
studies. They may need national or international scholarships and funding. How can one get
these scholarships and other supporting financial assistance and how can one overcome the
barriers between achieving and gaining such benefits is of great importance to university
students?

A total of 250 questionnaires were dispatched to the participants. 10 of these
questionnaires were rejected due to flawed and unsuitable information, 20 questionnaires
were not received back. Whereas, 220 questionnaires were received properly filled. These
questionnaires were filled by the Students of MUET, which were selected randomly. All the
questions asked in this questionnaire were measured through 5- point Likert scale (1 =
Strongly Disagree, 2 = Disagree, 3 = Average, 4 = Agree, 5 = Strongly Agree). All the
responses collected were then tested for reliability through Chronbach alpha test. To achieve
the objective of this research many test was applied in SPSS for getting the accurate results
Such as; Frequency Test, Mean, Mode, Standard Deviation, Reliability Test and Pareto Test.

Key Factors Influencing Students Satisfaction

In order to identify the Strengths and Weakness of each category such as; Teaching Quality,
Administration Facilities, Career Counseling and Financial Support Services being provided by
MUET, the Mean rank of respondents is investigated. If the Mean rank falls for any parameter/
questions fall then < 3, the respondents possess Dissatisfaction towards such parameters,
whereas, if it is > 3, the respondents possess Satisfaction towards such parameters.

Teaching Quality

The literature suggests that in the world, the most frequently technique which is used to
measure the performance of staff in Higher Education Institute is the Student Evaluation of
Teaching (SET). The main object of the SET is to measure the effectiveness performance of
the faculty members at the university (Pounder, 2007). Furthermore, the capabilities and
competencies of the faculties measured through SET. The results and assessment score
shows that on what basis students perceive their teachers in their minds that directly affects
their satisfaction. The first category of questionnaire comprises on Teaching Quality. There
are 11 questions in this category. Among these 11 questions, Students have shown
Satisfaction with 7 questions (mean rank > 3), mainly concerned with the Teaching Quality,
class environment and student’s participation in taught course. Whereas, with 4 questions
Students have shown Dissatisfaction (mean rank < 3), mainly concerning with the syllabus
such as the updated text books and teaching load.

Table No: 2 Teaching Quality

Satisfied Mean values
| am satisfied with the punctuality of teachers for class 3.7091
| am satisfied with teaching quality 3.4545
| am satisfied with the environment of class 3.3591
The Content of the courses is appropriate 3.3500
| am satisfied with class participation 3.3000
| am satisfied with the expertise of teachers regarding subjects 3.1208
Is Instructor accessible to assist outside the class 3.0091
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Dissatisfied

I am satisfied with current syllabus 2.3123
Study load and home assignments are manageable 2.2876
Text Book and teaching material are suitable 2.1023
Do you think class teaching equipment facilities are suitable 2.0321

Now, in order to fully satisfy the Students, what university should do to convert all
Dissatisfied Factors into Satisfied Ones, the Pareto Test was applied to identify the most
crucial factor. From the figure 2. It is quite visible that if more class room equipment’s such
as multimedia and technology related classroom is provided to major classes, then the graph
of Students Satisfaction will rise and their Dissatisfaction decreases. This points towards the
Students Needs for converting traditional class rooms into smart class rooms, having
facilities such as online availability of class lectures for later use.

Figure No: 2 shows the Pareto Analysis Results of Teaching Quality Factors
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Administration Facilities

The literature suggests that an Efficiency and Effectiveness in Academic Facilities are
provided an insufficient in universities, the achievement of that goal can’t be possible
without the Effectiveness and Efficiency in the delivery of the services provided by the
Higher Education Institutions. Most Higher Education Institutes strive to achieve Efficiency
and Effectiveness in their educational services by investing wisely on issues such as
Academic Facilities (Gbadosami & De Jager, 2010). The second category of questionnaire
comprise on Administration Facilities. There are 19 questions (Table 4) in this category.
Among these, students have shown satisfaction with 13 questions (mean rank > 3). The
students think that administration staff do know their work, show good behavior. The
security, sports and library facilities at campus are up to the mark. Whereas, with 6 questions
students have shown Dissatisfaction (mean rank < 3). Students are of the opinion that they
face time delays in administrative work, at hostel rooms’ sizes and their availability along
with the water quality is not up to the mark. Similarly, the in-campus transport and medical
facilities are not enough.
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Table No: 3 Administration Facilities

Satisfied Mean
values
Central Library is valuable for my study 4.0818
How much satisfied you are that ISO-Certification impact on university image 3.7318
Are you satisfied with security services at university 3.4500
I am satisfied with external paper assessment policies of university 3.3364
Do you think relationship with faculty members and students is suitable 3.1955
How much are you satisfied with sports facilities 3.1955
How much you are satisfied with code of conduct of university 3.1864
I am satisfied with labs (Computer, Scientific) facilities 3.0545
Central library fulfills all the requirements of students 3.0326
Admission office staff is knowledgeable 3.0136
You have approach to the code of conduct (Rules, Regulation & Polices) of University 3.004
Management responses you to approach code of conduct of university 3.002
How much satisfied are you with hostel facilities 3.001
Dissatisfied
In-Campus Transport facility easily accessible for students 2.1087
Are you easily accommodated in hostel 2.0773
Do you get benefit from medical facility 2.0682
Internal System of paper assessment is suitable 2.0213
I am satisfied with the quality water provided by university 1.9876
Administration Staff resolves my issues at promised time 1.0455

The Pareto Test was applied to identify the most crucial factor, which if addressed
will convert all Dissatisfied Factors into Satisfied Ones. From the Figure 3. It is quite visible
that if administration tends to utilize less time for completing Students Assignments, majority
of Dissatisfaction of Students will decrease rapidly. Keeping in view this factor, MUET
Administration decided to adopt Campus Management System at university. Currently, the
trial version for the sambaing extended to all other sections to save the precious time of

Students in completing their Administration Formalities.

Figure No: 3 shows the Pareto Analysis Results of Administration Support Factors
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Career Counseling

An Effective Career Planning is implemented in only a few universities, but currently other
colleges and universities are beginning to make significant efforts to extend their
employment guidance and counseling more in the direction of career planning (Bian 2008).
The third category of questionnaire comprise on Administration Facilities. There are 06
questions (Table 5) in this category. Among these students have shown Satisfaction with only
02 questions (mean rank > 3). The students think that university degree has enough scope for
acquiring job and on campus hiring program are sufficient. However, with 4 questions
students have shown Dissatisfaction (mean rank < 3). Students are Quite Dissatisfied with
the Career Counseling Facilities available at university such as Career Counseling workshops
and promotions of MUET graduates in job fair etc.

Table No: 4 Career Counseling

Satisfied Mean Values
Campus hiring is suitable for students 3.1364
The degree awarded by university enabled me to get job 2.9318
Dissatisfied

| participate career counseling activities at university 2.0773
How much are you satisfied with career counseling existing in university 2.0227
Does university promote to students in job expo 1.3205
University helps students to find jobs 1.1818

The Pareto Test was applied to identify the most crucial factor, which if addressed
will convert all Dissatisfied Factor into Satisfied Ones, From Figure 4. It is clear that if
university makes more efforts in placement of their graduates, then there will be sharp
increase in the Satisfaction its Students. Realizing this fact university is currently planning to
establish Career Counseling Offices and further interested to strengthen its Alumni Network
for Proper Placement of it Students.

Figure No: 4 shows the Pareto Analysis Results of Career Counseling Factors
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Financial Support

There are 06 questions in financial support (Table 5). Financial support is most successful
when it is relatively easy to understand and apply for and efforts are made to raise awareness
amongst potential beneficiaries. (OFFA, 2010). Among these factors, students have shown
Satisfaction with 03 Questions (mean rank > 3). The students seem to be half satisfied with
the financial support provided to the students at university but the feels the need of the
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availability of financial advisor and more exposure to national and international scholarships.
Hence, for 3 questions Students have shown Dissatisfaction (mean rank < 3).

Table No: 5 Financial Support

Satisfied Mean Values
How much agreed you are with the policies of availing scholarships (National 3.3364
and International) of university

Do you get the financial aid services of university 3.1818
Does ISO certification impact scholarship provision to the university (National 3.1695
and International)

Dissatisfied

Satisfaction with scholarship facilities provided by university 2.1362
Financial Aid is available for needy students 2.0642
Financial Counselors are helpful 1.0818

The Pareto Test further identified the most important factor i-e the provision of
scholarship by the university as the key factor, which if addressed will convert all
Dissatisfied Factors into Satisfied Ones. If more scholarships were provided by the university
(figure 5) the students become More Satisfied with the University Financial Services.

Figure No: 5 shows the Pareto Analysis Results of Financial Support Factors

4,000
1 209

[—100%

3,000

—E0%

0
= =
s

=
3 2

2,000 l co%e =
—a0%
1,000
— —20%
= ‘ Eos) | [ i) |
o T T T T 0%
Satisfactior i il Aid is Fira il Cuslity Do you gt the
availabe Tor COouUns: ey Tirnmn, mict
scholarship need are he P
e students L
P -
t

In the economic world, each industry is trying to compete through several other industries in
their respective fields. The situation is similar within the universities; they as well are facing
challenges not simply through the competition at national level, but at the international level
as well. Therefore, the student satisfaction and the high quality of education and services
plays a serious part for the universities in order to stay in the competition and growth.

It is concluded that for majority of factors regarding Teaching, Administration
Support, Career Counseling and Financial Aid Services Students of MUET have shown
Satisfaction, whereas for some factor Students have shown Dissatisfaction. The major areas,
which need university attention, are Career Counseling and Financial Support services for the
students. As majority of Students have shown average satisfaction in these Factors. The
MUET recently launched some initiatives for embitterment to cater the remaining services to
meet the basic needs of the students in areas of Career Counseling and Financial Support
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services, but more improvements are needed to be brought in the near future.

Limitations and Future Study

The Limitation of this research is the case study of MUET students. Future researchers can
make the comparative analysis of the universities on the basis of same factors. Another
limitation is time, as this thesis and research is carried out for master degree fulfilment, 1 had
limited time to compile the maximum data. One more and last limitation is, | am not native to
this university and system of Mehran University. Therefore, understanding the system of any
institution takes enough time to compile the viable data.
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