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Abstract 

Satisfied students are easy to retain and perform better in academics. That consequently affects higher 
educational institutions’ success and reputation. To become a top higher educational institution, every institution 
tries to provide the best academic facilities and services to its students. However, non-academic services are not 
given equal importance in academic settings, which could significantly determine students’ satisfaction. 
Therefore, this paper aims to examine the impact of academic and non-academic service quality on international 
student satisfaction in China. This study followed a deductive approach and is carried out in a non-contrived 
setting. The convenience sampling technique was used in the study for data collection. A total of 143 responses 
from the international students is received through an online survey. Descriptive and Structured Equation 
Modeling (SEM) analysis techniques were performed for analyzing the variables. The results indicate that both 
academic and non-academic service quality equally contributes to student satisfaction. The findings of this study 
reveal that non-academic services aspects are as important as academic services when it comes to affecting 
student satisfaction. This study highlights the significance of different service quality dimensions for student 
satisfaction which is sometimes not given equal importance in the educational environment. The trend of the 
internationalization of education in China is increasing rapidly. The higher educational institutions in China need 
to acknowledge different aspects of students’ satisfaction to become a top higher-level educational destination 
for international students.  
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1. Introduction 

The global trend for education is creating a growing demand for quality higher education (Mansori et al., 2014). 
Accordingly, educational institutions in higher education emphasize meeting student expectations by 
understanding their needs and wants (Manik & Siddhartha, 2017). With the increase in the number of higher 
educational institutions, institutions are now competing with their local and international counterparts to provide 
better service quality for student satisfaction (Yousapronpaiboon, 2014). As per the authors, student satisfaction 
largely depends on the institutional provision of service quality. Martínez-Roget et al. (2020) stated in their study 
that student satisfaction in higher education is vital due to its positive influence on their performance and skills 
acquisition level. Quality service in higher education is essential for providing better learning experiences to the 
students and their overall satisfaction (Pathmini et al., 2014). Higher educational institutions are bringing better 
service quality to attract students and improve their performance (Eshun et al., 2018).  

Service quality is the key to student satisfaction in higher education institutions (Hwang & Choi, 2019), 
emphasizing the student as the primary stakeholder (Hassan et al., 2020). Effective higher education institutions 
provide better service quality for attracting and retaining students (Li & The, 2021). Further concentration on 
student needs and expectations is of maximal significance for higher educational institutions to keep a good 
image for the students (Uddin et al., 2018). 

In the past, students from China used to travel to other countries to pursue higher education (Jiani, 2017). China 
has recently become a top attraction for international students (Frezghi & Tsegay, 2019). These students are 
becoming part of higher education institutions to present a mixed view of internalization in higher education in 
China (Han et al., 2020). To support this growing trend of internationalization, China has been making efforts to 
sustain and promote this trend (Li & The, 2021). 
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This study aims to investigate the satisfaction level of international students studying in Chinese higher 
education and to provide evidence of the academic and non-academic service quality on student satisfaction. For 
that purpose, the international students studying at Southwest University (SWU) and Chongqing Normal 
University, China, are taken as a sample for this study. The objectives of this study are as follows: 

• To determine the relationship between academic service quality and international student satisfaction. 

• To determine the relationship between non-academic service quality and international student satisfaction. 

• To determine which variable (academic or non-academic) has a more significant impact on student 
satisfaction. 

2. Review of Literature 

2.1 Internationalization of Higher Education in China 

In the last two decades worldwide, the internationalization of higher education has become a prominent agenda 
(Yang, 2016). According to the author, the internationalization trend is increasing rapidly worldwide due to the 
modern age of globalization. With the rise of economic power and advancement in several other fields, the 
transformation of higher education has become a key objective of China (Ma & Yue, 2015). To transform higher 
education and bring quality to it, the internationalization of Chinese higher education has become a key area of 
focus (Biney & Cheng, 2021). The authors also stated that the government is taking measures to promote 
internationalization with financial and diplomatic leverages. Over the years, large-scale funding has been 
provided to higher education institutes to attract new international students (Li, 2016). The focus has also shifted 
to promoting Chinese-international student interaction to provide exposure to the local Chinese students (Frezghi 
& Tsegay, 2019). 

2.2 Service Quality Impact on Student Satisfaction 

A student in an institution defines service quality making it difficult for institutions to understand which aspect 
of the services students consider quality education service (Sharif & Kassim, 2012; Encinas & Ammigan, 2016). 
Since students’ educational experience is subjective and intangible, measuring its quality poses a challenge for 
higher education administrators (Arrivabene et al., 2019). Hence, numerous education sectors have invested a 
great deal of effort in analyzing and understanding the factors leading to higher education student satisfaction. 

Parasuraman et al. (1985) classified service quality into two subparts: expected and perceived service. 
Accordingly, perceived service quality is the outcome of evaluating demands and perceptions (Parasuraman et 
al., 1988). Meanwhile, the expectations are based on service criteria and students’ perceptions of service quality 
(Gronroos, 2007). The quality of services obtained, consisting of dimensions such as reliability, assurance, 
measurability, recognition of other people’s souls, and reaction ability, is compared with expectations (Cahyono 
et al., 2020). 

Parasuraman and colleagues (1988) have also developed several measurement instruments, i.e., the Service 
Quality Scale (SERVQUAL Scale), to analyze service quality. SERVQUAL Scale has been widely selected as 
the model for measurement due to its comprehensive approach (Hassan et al., 2019). This SERVQUAL model 
has been commonly applied in social sciences to evaluate service quality (Hassan et al., 2020).  

Remarkably, in educational institutions, the SERVQUAL model has been regularly used to measure the service 
quality perceived by the students (Chandra et al., 2019; Kanakana, 2014; Mansori et al., 2014; 
Yousapronpaiboon, 2014). According to the study by Hwang and Choi (2019), higher education institutions 
shape students’ perception of university image by its service quality. Additionally, the study supported by 
Hassan et al. (2019) also indicated that the measurement model influenced student satisfaction mainly by service 
quality provided at the university. 

In the Asian context, Annamdevula and Bellamkonda (2016) conducted a study in the Indian higher educational 
context. The study’s results also revealed a significant positive relationship between these variables. The survey 
conducted by Duarte et al. (2012) disclosed that increased service quality leads to increased student satisfaction. 
Similarly, research on Malaysian higher education concluded a similar relationship between these variables 
(Mansori et al., 2014). As stated by many studies discussed earlier, it is clear that service quality does affect 
student satisfaction.  

2.3 Student Satisfaction 

As per Alves and Raposo (2010), student satisfaction represents the value comparison between the expected 
service qualities from the institution vs the perceived experience gained. At the same time, some researchers 
conceptualized this as “a student’s overall attitude in the educational setting which is the result of educational 
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3.3 Instrument 

The scale developed by (Uddin et al., 2018; Fares et al., 2013) was used in this study to measure the variables, 
which were then further adapted to suit the particular context. A structured questionnaire with the format of 
5-point Likert scaling was applied for collecting primary data. The questionnaire has four parts. The details of 
which are given in the Table 1:  

 

Table 1. Summary of construct 

Variable Dimension Indicators 

Service Quality 1) Academic Services Eight items 
 2) Non-Academic Services Seven items 
Student Satisfaction Overall Seven items 

 

The first part consists of demographic-related information such as gender, age group, degree, and time spent in 
the university. The second part is related to independent variables, i.e., academic, non-academic services, 
university facilities, and university reputation. In the third part, students’ overall satisfaction is measured by 
seven questions. 

3.4 Analysis Techniques 

Cronbach’s alpha methodology has been used in this study to test the reliability of the constructed variable. 
According to Sekaran and Bougie (2011), Cronbach’s alpha measures the reliability coefficient, which indicates 
the homogeneity of group items of a particular scale. As per the standards set in the social sciences for 
Cronbach’s alpha acceptable value, Cronbach’s α less than 0.60 is considered poor, those in the 0.70 range 
acceptable, and those over 0.80 thought good. Therefore, the internal consistency reliability is checked through 
these alpha coefficients. The collected data were then processed with the assistance of SPSS and AMOS 
software. 

4. Data Analysis 

4.1 Demographic Analysis 

For testing the hypothesis of this study, a quantitative approach was adopted in this study. The primary data was 
collected by using an online instrument. A total of 143 responses were received through an online survey. Out of 
this number, 85 complete responses were valid for further analysis. The details about the demographic factors of 
participants are presented in Table 2. As per the results shown in Table 2, most of the respondents are female 
(61.2%). Most of the participants age lies in the age group of 25−30, indicating younger participants for the 
study. The majority of respondents are enrolled in bachelor’s and master’s degrees, having one year to 2 years of 
experience in the university (see Table 2). 

 

Table 2. Demography analysis 

  Frequency Per cent   Frequency Per cent 

Gender Male 33 38.8 Degree Bachelor 31 36.5 
Female 52 61.2 Masters 18 21.2 
Total 85 100 PhD 22 25.9 

Age Group 26−30 52 61.2 Other 14 16.5 
31−35 25 29.4 Time Spent One year 53 62.3 
36−40 8 9.4 Two years 22 25.9 
Total 85 100 2 Years + 10 11.7 

 

4.2 Descriptive Statistics 

Table 3 demonstrates descriptive statistics for the studied variables. As per the table results, all the mean scores 
are above three on the five-point Likert scale, showing the respondents’ positive responses. The student 
satisfaction variable means value is close to 4 (3.8487), showing the satisfaction level of international students at 
the university.  

The other variable mean value is also more than three, indicating that students positively rate those services 
provided at university. This study confirms the normality of data by endorsing the values of skewness and 
kurtosis in the analysis. The Skewness and kurtosis values given in Table 3 lie in the normal range. The value 
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range of – 1 to + 1 for skewness is considered standard for normal distribution, while the kurtosis value should 
be in the range of – 2 to + 2 to ensure normal distribution (Geotge & Mallery, 2010). 

 

Table 3. Descriptive statistics 

Constructs No. of Items Mean Std. Deviation Skewness Kurtosis 

Academic 8 3.6044 .53759 -.820 -.073 
Non-Academic 7 3.6403 .56956 -.618 .194 
Student Satisfaction 7 3.8487 .61261 -.744 1.013 

 

4.3 Reliability Measures  

It is necessary to measure the reliability of the construct before modelling their relationship (Zainudin, 2012). To 
ensure uni-dimensionality in the SEM analysis, the factor loadings should be 0.60 or higher for scales (Zainudin, 
2012). In accordance, the researcher only included those items which a score value above 0.60. Doing so allows 
the researcher to have uni-dimensionality in construct items. The Average Variance Extracted (AVE) test has 
been used for assessing convergent validity. According to this test, the reliable variables can have less than 50 
per cent explained variance (Fornell & Larcker, 1981). The convergent validity column (AVE section) shows 
that the value of variables stretched from 0.43 to 0.49, attaining convergent validity. Composite reliability has 
been selected to verify the convergent validity further. The generally accepted value of composite reliability in 
social sciences is 0.70 or above (Hair et al., 2009). The extracted value in this study is stretched from 0.8 to 0.86, 
ensuring the composite reliability of the construct. In the context of the social sciences, Cronbach’s Alpha test 
requires the item value to be greater than 0.7 to be a reliable model (Hair et al., 2013). Moreover, Cronbach’s 
alpha value is more than 0.8 for all the variables, confirming the internal reliability of the instrument. This 
evidence is proved and demonstrated in Table 4. 

 

Table 4. Reliability, validity, and uni-dimensionality assessment 

Constructs Factor Loading Cronbach 
Alpha 

Composite Reliability Average Variance 
Extracted (AVE) 

Academic Quality  0.87 0.86 0.48 

A8 0.839    

A7 0.706    

A6 0.678    

A5 0.962    

A4 0.885    

A3 0.624    

A2 0.603    

A1 0.667    

Non-Academic Quality  0.83 0.80 0.43 

NA7 .712    

NA6 .939    

NA5 .766    

NA4 .759    

NA3 .696    

NA2 .677    

NA1 .796    

Student Satisfaction  0.82 0.81 0.49 

SS1 .7118    

SS2 .941    

SS3 .775    

SS4 .851    

SS5 .634    

SS6 .679    

SS7 .871    
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Table 6. Regression weights: (Group number 1—Default model) 

   Estimate S.E. C.R. P 

Satisfaction <--- AcademicServices .271 .137 1.975 .048 

Satisfaction <--- NonAcademicServices .281 .139 2.019 .043 

 
5. Discussion & Conclusion 

5.1 Discussion 

The key point of this research is to explore the relationship between latent variables and student satisfaction and 
to understand how academic and non-academic service quality matters for student satisfaction. This study 
discloses reasonable results to conclude that student satisfaction is affected by both academic and non-academic 
services. Previous studies on this area also found a significant positive relationship between these variables in 
different contexts (Eshun et al., 2018; Hassan et al., 2019). However, most of the studies focused on the effects 
of academic service on student satisfaction (Manik & Sidharta, 2017; Hassan et al., 2019; Hwang & Choi, 2019). 
This study highlighted that non-academic services are also crucial and equally important for the student’s 
satisfaction in the academic environment (Pitaloka & Hapsoro, 2020). 

5.2 Conclusion 

From the discussion above, this study concluded that academic or non-academic service quality contributes to 
student satisfaction. Hence, this highlights the need for higher educational institutions to give equal importance 
to both services. Higher educational institutes in China need to emphasize service quality as it affects student 
satisfaction and leads to improved student performance, loyalty behaviour, and intention to leave (Bakrie et al., 
2019; Dib & Alnazer, 2013). Wang and Tseng (2011) stated in a study that satisfaction with the institution was 
the leading cause behind student motivation to choose and stay at a Chinese university. Therefore, to become an 
educational economy and attract more international students to higher education, China needs to focus on this 
quality aspect of services (Biney & Cheng, 2021). 

However, the results of this study cannot be taken as independent of other factors present in the regular 
university environment, which also plays a role in student satisfaction. But as the global competitiveness in 
higher education is growing worldwide, one can understand the importance of these variables for student 
satisfaction (Eshun et al., 2018). 

6. Recommendations 
This study highlights the importance of both academic and non-academic service quality for students’ 
satisfaction, which is the key factor for the success of any higher educational institution. This study was done 
from students’ point of view, and to improve the efficiency and effectiveness of services offered, international 
students’ opinions must be considered (Maria, 2020). This study also implies that Chinese universities must 
emphasize equally on academic and non-academic service quality aspects to provide better student experiences. 
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