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Abstract

The Structural Relationships among the Related Variables

of University Students’ Satisfaction

Son, Kyung-Ae* - Lee, Deog-Ro™

The purpose of this study was to test the structural relationships among the related
variables of university students’ satisfaction. This study utilized nation-wide survey
data previously collected from 1400 students distributed across 32 universities in
Korea. NCSI model was used as a theoretical framework. Using the AMOS 17.0, the
structural relationships among six variables were tested, including students’
expectancy level, perceived quality, perceived value, satisfaction, complaint rate, and
loyalty.

The major findings of the study are as follows:

First, students’ expectancy level had a positive effect on perceived quality; but had
no significant effect either on perceived value or on satisfaction. Second, perceived
quality had positive effects on perceived value and satisfaction, and perceived value
also had a positive effect on satisfaction. Third, students’ satisfaction had a negative
effect on complaint rate; but had a positive effect on loyalty. Fourth, students’
complaint rate had a negative effect on loyalty.

The study results imply that among the related variables of students’ satisfaction,
perceived quality and value of the products work as critical variables, and complaint
rate and loyalty directly relate to students’ satisfaction. The study suggested that in
order to enhance students’ satisfaction, universities employ the total quality system

and the students’ complaints resolution system.

Key Words: overall satisfaction, expectancy level, perceived quality, perceived value,

complaints, loyalty, university students.
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