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Abstract 

 

Intellectual ambiances are very active and co-operation, as well as the solidification of the 

national evaluation of the Organisation is to inspire enlarged use. Therefore, agreement and 

educational institutions for the development of student satisfaction is attractive precarious try. 

In Malaysia, education is a key business and plays a vital role in countrywide development. 

Private education sector is rising rapidly, increasing attention to a rising use of the service is to 

improve the success of the system. Therefore to achieve, because the benefits of university 

education, which is located in Kuala Lumpur, Malaysia with students' satisfaction inspects. 
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1. Introduction 

International student enrolment is an important economic contribution to the Malaysian economy. Market 

globalization is strongly (Hemsley Brown and Oplatka, 2006) influenced by Higher education institution (second 

to HEIs), orders increased competition to attract students, educational services and increasing competition in the 

international market has produced and thereby separated themselves from their competitors, and market-oriented 

strategies to attract institutions (and Rehman Butt, 2010), as many students have been forced to adopt. HEIs also 

have realized that the sector is in a business meeting or exceeding the needs of their students and focus on the 

service industry representation (Gruber et al., 2010). Therefore, much research has been conducted to identify the 

most important things affect student satisfaction. 

Based on previous study, some difficulties confronted by Higher Education Institutions is to pull in the set 

expected focus of outside understudies to their institutions like, absence of encourages to suit the necessities of 

foreign students, issues with students visa prerequisite, drop-out and consistence to standards and regulation, while 

they are in Malaysia without carrying out violations or social offense (K. Selvarajah T. Krishnan et al., 2016). 

It can say that the overall student satisfaction, academic service satisfaction, offered courses, access and inflamed 

service (i.e. a variety of clubs and societies on campus buildings and facilities, library operating hours and 

accessibility for students), is surely influenced by the level. In contrast, administrative services, and a non-

significant impact on the overall satisfaction of physical evidence. Analysis also revealed a strong relationship 

between overall satisfaction and behavioural intentions. Multiple regression analysis results show that student 

characteristics (e.g., gender, nationality and education level) students the relationship between overall satisfaction 

and behavioural intentions were different from the medium has not been studied. 

It can say that the overall student satisfaction, academic service satisfaction, offered courses, access and inflamed 

service (i.e. a variety of clubs and societies on campus buildings and facilities, library operating hours and 

accessibility for students), is surely influenced by the level. In contrast, administrative services, and a non-

significant impact on the overall satisfaction of physical evidence. Analysis also revealed a strong relationship 

between overall satisfaction and behavioural intentions. Multiple regression analysis results show that student 

characteristics (e.g., gender, nationality and education level) students the relationship between overall satisfaction 

and behavioural intentions were different from the medium has not been studied. 

Telford and Masson (2005) indicates that the satisfaction that higher education institutions, universities that are 

successful in providing a charming service is a strategic element of differentiation tend to resort to the sense of 

satisfaction is considered a measure of effectiveness. 

 

2. Literature review 
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In this literature review, the studies related to student satisfaction within the scope of the research was to explore. 

Literature review identifying research gaps that were discussed in the previous study focused on. It is an overview 

and justification required to answer a fundamental question that arose was to research the subject. 

 

2.1 Academic services 
 

Mulkeen and Cambron- McCabe, 1994; in recent literature, educational programs, and positivistic social 

psychology and sociological reductionist model of the old-style managerial leadership principles (McCarthy, 

1999, to determine their limitations Murphy grounded reproach and Hallinger, 1987). Keedy (2005) cogently 

positivism of the nineteenth century and early twentieth century, the historic rift that eventually led to the 

practitioners of the genre of the program for the theoretical foundation of educational leadership and has shown 

technical justification. This sentiment Meyer (2003), who criticized the Educational Management Program at the 

University of Child Marriage is a "silent" and "technical" information is echoed by failing to give ample care. 

As a result of the growing internationalization of global student mobility remains one of the major challenges 

faced by the university. The challenge for higher education systems around the world is seen as an opportunity as 

a threat. Drucker (1997) boldly open and online universities 'traditional universities' demise has been predicted to 

increase. More and more international education and student mobility, academic mobility, mobility and the 

mobility program (Naidoo, 2006) has been enlarged with the organization of cross-border education. Off-campus 

branch campuses of foreign institutions, courses and qualifications in higher education, with the setting up of a 

subsidiary or a partnership in the management of the bank to contribute to the international expansion of local 

students. In addition, institutions of higher education funding and service delivery reforms and learning how to 

manage the impact of the global governance system. Curriculum reform, student exchange programs, the global 

and international competition, new skills, new processes, and consistent with the inter-cultural dimension to 

absorb, the introduction of the development of inter-cultural activities on campus teaching, research and service 

(Naidoo, 2006 campaign). International context, market-driven strategy in this new environment has been the 

focus of considerable attention, the university has been all over the world. Such as China, India, Indonesia, 

Malaysia, the Middle East, such as Hong Kong and the United States, the United Kingdom, Canada, Australia and 

New Zealand as well as target markets, primarily in Asia, have taken the lead in this process. Not only attract but 

also retain the competitive environment of considerable effort, are the students required. Needs and expectations 

of students, and student satisfaction study destination to provide superior service to meet and maintain loyalty, 

the university has become a key objective. 

 

2.2 Access 

 

2.2.1 Database 
 

Information and Communication Technology, especially the Internet related to the way services are delivered in 

higher education has changed. With advances in Web applications, personalization and interactivity that students 

support new features have been exposed. The portal is a significant advance in the digital age. ( Masrek, 2007 al-

Busaidi, 2012) higher education institutions, especially universities in developed countries, which are heavily 

portal providing services and faculty members, administrative staff, and most importantly, became an important 

tool for communication between students are involved. Following in the footsteps of their   counterparts in 

developed countries, developing countries. The portal can benefit from the opportunity offered by the portal. 

Understand what students expect / in order to increase their satisfaction and the performance expected from a 

university portal and should have a positive impact on reputation. Factors such as the introduction of quality 

systems and data from previous studies to determine university students' satisfaction portal. A limited number of 

studies in universities in developing countries, portal, due to cultural diversity, particularly in an educational 

perspective (Kim and Arnett, 2012) have looked at the dynamics of the adoption and satisfaction may be different. 

Hofstede (2001), in accordance with the different cultures vary in their thoughts and feelings. Core beliefs and 

cultural values to their children a high degree of patient parents, and teachers, religious organizations, businesses, 

and government (Kotler and Keller, 2012) have passed since, is reinforced by. This paper concerns of developing 

countries into the portal to the satisfaction of the University of Jordan, affected students as a case of focussing. 

Exploring these factors contribute to the current literature, and developing countries with regards to the 

development of the portal will help make the right decisions for the university. 

 

2.2.2 Library 
 

Perhaps the issue of customer satisfaction measurement of the quality of one of the most complex libraries. It is 

the quality index (Hayes, 1997) in the system is calculated as a positive or soft. They are soft because they are 
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objective rather, a feeling and attitude than that, based on the above criteria. This is partly why customer 

satisfaction measurement, and today there are so many problems because there is not any explanation. Perkins 

and Yuan, 2001; Hiller, 2001; Martensen and Grønholdt, 2003; Far too many documents in the world (library 

satisfaction surveys on the findings of the report, for example, Walsh D Elia 1983, Morales et al, 2011 had seen; 

Cook et al, 2003; Saunders, 2008), but we have a lot of papers on this topic in Croatia to get out of contracts It 

was not. It is true that Croatia is well aware of the importance of libraries to measure the performance of their 

activities. [2] And finally, satisfaction research library, science, academic and public libraries, funded by the 

Ministry of Education and Sports Croatian: several conferences on this topic, [1] has been at the meeting, there is 

a research project to assess the library service in other countries, something that is not as dense as there is a well-

designed to evaluate the library culture, slowly taking off [3]. Croatian authors from the public and academic 

library environment, to investigate the matter, and at the end of the last century, and so far it has been reported 

that several documents Library satisfaction (Pavlinic 'and Horvat 1998, Petr, 2000, was investigated; S apro-

Ficovic', 2000; Cvetnic 'Kopljar, 2002; Dukic' et al, 2009; Novak, 2010). However, academic libraries, especially 

in the investigation of any systematic measurement of customer satisfaction, but also scattered with the situation 

has changed for the better with the record. In 2001, Croatia and the profound changes in the Bologna Declaration 

and the reform of higher education in the area marked the beginning of the Croatian signed. Among other things, 

the Bologna process in Croatia, particularly in the interest of the academic community in the quality of higher 

education funding, the company has been placed in the limelight. The new law, the quality of science and Higher 

Secondary Education (Zakon Je U znanosti from osiguravanju kvalitete o I visokom, 2005) must undergo an 

external evaluation process of the institution in accordance with Croatia. Organizations that do not adjust the value 

of the consequences, all of them are licensed for the organization's activities or programs that are critical to some 

estimates. This comprehensive academic library "Wake-Up Call 'and their current levels of service quality and 

how many of them are thinking about ways to efficiently measure and improve them. 

 

2.3 Administrative service 
 

The importance of such a service and the interests of many stakeholders is highlighted by the presence of social 

or economic. The most important quality in a continuous improvement strategy. Demand for quality education 

and social expectations have not only a high level. 

Resort in order to serve their customers so well (Baccarani 1999) are an entrepreneur trying to Italian university 

system. This mass customization, with a case in which an offer is competing to attract university students. The 

final assessment is to upgrade the quality of services. On the one hand, recent changes to the system, Italian 

university system and structural reforms aimed at improving the quality of service purposes and the university on 

the other hand, due to the growing competition. Receiver various production results should be measured as the 

impact on service delivery. The personal background is perceived differently, depending on the initial conditions, 

and therefore should be analysed. 

The Ministry of Education as a way to assess the performance of each university governance, measured using 

three main variables: the education needs (students matriculated in the feature), the educational process results 

(i.e., the number of credits received), and the results of research staff. Both of these systems suffer the limitation 

of the University of Finance and Planning Minister. Therefore, the student becomes a resource conservation, and 

possibly extended. At the same time, many enterprises in order to satisfy the needs of students in order to analyse 

the general (e.g. family, institutions, and firms) has been set up especially concerned. The ability to develop their 

marketing initiatives in order to increase understanding and Italian universities, as well as to evaluate the need to 

realize the value of firms. Customer / student satisfaction can be identified. Mark regime realized the importance 

of quality and customer-oriented approach to addressing its assessment of the importance of measurement. 

 

2.4 Offered courses 
 

Students loyalty, and positive social action, both of which are hereby used by students of the ministry of higher 

education institutions, students return to the tenacity can be understood on the level of impact, an analysis of 

survival is essential to guarantee a reasonable working environment. Therefore, this type of research as a key 

element to the availability of satisfaction, student satisfaction and loyalty to the organization administrator at the 

University of Reason, in this study, should be tested. 

Higher education institutions, a significant change in the work environment, the emergence of a new type of 

students with specific educational needs. University courses in order to supplement the reaction and / or continuing 

education to meet the aspirations of a project that is cantered. Evaluation of the impact on the level of student 

satisfaction and loyalty of students tried to focus on. Students explore these types of structures cantered, and they 

have specific needs, especially in the sense of the past in order to react to satisfy a short period of time acquired 

through the course of updating. 
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Totalling, with the result, service satisfaction, which have a significant impact on the price of its absence, this 

study clearly (Bourne, et al, 1997, have been implemented, the results are amazing, not only the burden of years 

of research and other services. 

Lastly, it should be highlighted that not only the determination of the loyalty factor analysis emerges as a type of 

material is to return home, but of course it is directly connected to the organization. A possible explanation of this 

relationship, which is not a priori postulated that, in fact, the exact same satisfaction with the organization of a 

course may not be an impact on the result, but it should be encouraged to participate in courses organized by the 

same association. So, of course, a favourable memory of the provision was to participate in a positive impact on 

returns. Therefore, their customers repeat purchase, "the company set a goal to increase the rate of progress, and 

you can manage it. 

However, the importance of the results of this study, which is an important limitation of the study is to highlight 

some of the remedy will endeavour to achieve. Thus, courses offered by other institutions of higher education and 

other elements of the results will need to generate stretch is very difficult. 

 

2.5 Student satisfaction 

 

Organizations, regardless of their industry, quality of service and developing competitive advantage and attracting 

new focus on retaining existing customers because of its integral role in providing (Ugboma et al., 2007). 

Similarly, within the context of higher education, quality of service is the most important priority in educational 

institutions around the world (Trivellas and Geraki, 2008) is one. Increasingly important role in the higher 

education sector in the economy of developing nations, Malaysia is no exception. Malaysian higher education 

sector, whereby Education Malaysia (trying to present itself as a top priority, stable, safe and relatively cheap 

place, and foreign students studying in the national key economic areas has been identified as one of the 

internationalization of the Ministry of Higher Education, 2011). Study Web site a report from Malaysia 

(Malaysia's higher education system, 2013), the year 2015. 150,000 international students and by the development 

of the market for international students in the world released by the University of Malaysia, according to data 

from the ongoing efforts to develop the Malaysian economy is essential to ensure the quality of education and 

public , and is committed to learning. In 2011, a report published by the Ministry of Higher Education of Malaysia 

that, by the end of 2010, out of the total 450,531 registered students in universities, more than 70,000 foreign 

students in Malaysia. At the end of 2010, Malaysia's 11th largest school, more than 100 colleges and universities 

in the country (Malaysia's higher education system, 2013), with more than 90,000 students, studying education 

services exporter. International students - mainly in East Asia (China, Korea, Indonesia), South Asia (Bangladesh, 

India, Maldives, Pakistan), West Asia or the Middle East (United Arab Emirates, Saudi Arabia, Yemen), and of 

Africa (Kenya, Nigeria , Sudan, Tanzania), and students from the Eastern European bloc - in the last five years 

(Ministry of Higher Education, 2011) has more than doubled. 

There are many ways to explain the logic of student satisfaction. As an example, Kaldenberg et al. (1998), 

curriculum quality, non-curriculum-related events, such as the determinants of satisfaction and university students 

are looking at other factors such as. Grossman (1999), students and education providers to prioritize customers or 

clients, and their students are expected to meet certain expectations. On the other hand, ayapalatana Knapp and 

Krentler (2006), institutional factors, and factors affecting student satisfaction in the private reasons. Institutional 

factors, as well as the quality and value of his / her coach's response to the expectations of transparency and 

promptness conducted by instructors teaching style, class sizes, research institutes, and the pressure. Personal 

factors were predictors of student satisfaction, age, gender, employment, temperament, learning style and 

preferences of students were found to be grade point. Therefore, the student, to satisfy both institutional and 

private higher education providers to ensure that matters is considered. 

 

3. Findings of Literature Review 
 

Considering findings of the literature reviews I can say that, there are lots of places where the students are not 

happy with the services from the university management. Some times that factor could be bigger when the matter 

will involve with an international student. In general considering all the Dependant and Independent variables it 

must be visible that, students can be local or international plays an important role to moving forward of the 

economy of a country. Now a days there are lots of developing countries, they are earning a major part of the 

economy from that business. And honestly Malaysia is doing a great job on this sector. Within a very short period 

they prove that how to develop the educational system within a very short time.  

Academic services is one of the important issue for satisfying the students of a university. University students are 

not getting the expected support from the management. Sometimes may be the management has some limitation 

to help the students but sometimes they don’t want to create a silky way to make the relationship with the students 

by helping them. 
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In that part it must say that, library should be one of the important part for the students. As we have seen in 

literature review students are facing with this factor as well. 

We are living in 21st century and getting digital day by day. In literature review past writers already told that there 

are lots of problem with the database system and the university should solve those problems and enrich the 

database. 

Both the source of the modern competitive environment and competitive service firms are gaining increasing 

importance. The educational system in which people combine global and local level, local specificities, thus 

becoming transformed into a value for the service. Relational services, which demand and supply (provider and 

receiver) and one of the outputs of the university co-operation to improve the design. 

Out-of-date for the needs of the students enrolled in higher education institutions for students wishing to study in 

this fresh collection of higher education and the purpose was different from. Thus, the "out-dated" a considerable 

section of the type of demand for different types of students. And the students are not comfortable to take the 

courses offer by the university. 

At rightly indicated that students' perceptions and analysis attracting students (Sultan and Wong, 2013) with a 

marketing approach that can help in retaining the quality of service. According to Levy et al. (2003), is a bit 

different from the international students and domestic students grew up in a different environment. And choosing 

a university because of the high risk of unpredictable decisions, the search for better quality of services offered to 

international students (Angell et al., 2008). Thus, the nature and quality of service may be dangerous to ignore the 

evidence of the importance of providing higher education sector. For example, the University of Malaysian and 

international students to satisfy their needs in terms of shipping. Plays an important role in the success of a 

university student satisfaction and service (Abdullah 2006a) serve as an essential tool to improve the perceived 

value cannot be. As the topic of research is on the effect of communication on foreign student’s enrolment in 

Malaysian Higher Education Learning Institution, the researcher is intending to explain the phenomenon by 

gathering numerical information that are broke down utilizing numerically based strategies (specifically 

measurements) (K. Selvarajah T. Krishnan et al., 2016). But I tried to relate this topic with my research topic. 

Because both talked about students.  

 

4. Theoretical Framework 
 

 
 

Figure 1. Theoretical Framework 

5. Conceptual Framework 
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Figure 2. Conceptual framework 

 

6. Conclusion 
 

Considering findings of the study it is clearly say that most of the time students are not happy with the university 

services. Yes they are doing a great job but still not up to the mark. They should realize that they are having local 

and international students, and those students helping to develop their countries economy. All are interrelated to 

each other. University can make a committee to observe the factors and that committee will responsible to solve 

those problems to create positive thinking of the students to the university. 
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