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Abstract: In this paper we deal with the factors which are related to student satisfaction concerning their 

needs, satisfaction of learning outcomes and motivation factors. The analyses shows that the academic quality of 

teaching is very important factor of the student satisfaction. Except the quality of teaching methods, one can 

conclude that the social climate, social conditions offered from the University should be taken into the 

consideration as very important factor of their motivation for study.  We analyze the relationship between 

student satisfaction factors with student performance and student persistence. We examined how the variables as 

personality, cognitive and achievement-related variables (academic achievement), as well as various 

motivational constructs were associated with different forms of satisfaction (satisfaction with study program, 

satisfaction with the conditions of the academic program, satisfaction with the environment, satisfaction with the 

stress factors, etc. ). The research involved both qualitative and quantitative methodologies. The results are 

obtained from a survey realized with students of the SEE-University. The results were analyzed using the 

Statistical Package for the Social Sciences. 
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Introduction 
 

In this research we deal with overall student satisfaction, motivation and basic needs in the SEE-University. 

Understanding and managing students’ satisfaction and their perception about the services offered from the 

University is important for the University. It gives very useful information in order to plan and develop 

corresponding market oriented activities. 

 

The importance of offering the quality teaching, quality programs and quality service is one of the basic 

interests of the educational institutions. Increasing the number of students entering the University is closely 

connected with these three above mentioned factors (Shago, N. E., 2005). Different evaluation methods have 

been used in order to find out the needs of students. It was done with the aim to improve the quality of teaching 

and learning (Jannecke Wiers-Jenssen, at et. al 2010). At (Edens, D., 2012) one can find the research that 

students who are satisfied with their experiences on campus tend to make bigger effort to graduate. Many 

studies have shown that a knowledgeable and skillful teacher can increase student motivation and achievement 

(Cawelti, G., 2004). At (Huitt, W., at et. al 2009) one can find the study about the debates on how to best 

prepare youth for adult success. The Universities should take care about the student satisfaction as very 

important factor because of its impact to their motivation, retention, recruitment efforts and fundraising 

(Schreiner, L.A., 2009). The investigation concerning how students perceive the services they are offered at a 

German university and how satisfied they are with them one can find at (Thorsten G., 2010). In (Appleton-

Knapp, S.L. & K.A. Krentler, 2006) one can find the suggestion that students’ satisfaction with their educational 

experience should be a desired outcome in addition to learning. Based on finding in the service quality literature, 

in (Martin A. O’Neill & Adrian Palmer, 2004) the service quality in the higher education is defined as “the 

difference between what a student expects to receive and his perception of actual delivery”. Student satisfaction 

https://www.emeraldinsight.com/author/O%27Neill%2C+Martin+A
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has also a positive impact on fundraising and student motivation (Kevin M. Elliot & Dooyoung Shin, 2004). 

Motivational variables are strongly associated with student’s satisfaction with their academic studies (Kaub, K., 

at et. al 2012). On the other hand at (Zeithaml, V.A., at et. al, 1990) one can find the research that students’ 

perceived service quality is an antecedent of student satisfaction. On the other hand student satisfaction is an 

important indicator related to their academic goal (Liao, P. & Hsieh, J, 2011) academic performance (Graunke, 

S. S., & Woosley, S. A., 2005) and their job satisfaction after graduation (Nauta, M.M., 2007). As student 

becomes more as a consumer, universities have to take into the consideration the student satisfaction. So, the 

only one focus is not more teaching and research (Gruber, T., at et. al, 2010). Being involved in social aspects is 

also very important and the social dimension in learning activities is critical (Machado, M. L., at et. al, 2011). 

Learning process goes beyond classroom interactions between students and professors, teaching and exams 

(Bateson, R., & Taylor, J., 2004). Student’s satisfaction with their academic studies, as well as job satisfaction is 

considerably related to global life satisfaction (Lounsbury, J. W., at et. al, 2005).  

 

In this research we investigate how student perceive the services they are offered at a South East European 

University. The consensus concerning the “best way to define and measure service quality” does not exist 

(Debbie Clewes, 2003). Everyone who takes part in this process has its own view depending of their needs. This 

paper deals with the most important stakeholder on this process: students. So, we are investigating students’ 

satisfaction, the factors of their motivation, needs as well as clarifying the latent elements of student satisfaction 

in the context of achieving the learning outcomes. In (Akil, M. , 2011) one can find the research that 80% of 

surveyed students indicated that the availability of services were either very important or partly important in 

their final decision about where to study. The interaction with faculty outside the classroom and quality 

academic advising is also very important (Machado, M. L., at et. al, 2011). Therefore we analyze all these 

aspects and tend to identify the actual position at the SEE-University in order to make conclusions and give 

recommendations for making decisions about the institutional strategy of the university in the future. 

 

 

Method 
 

The population of the study is consisted from the students of SEE-University in Tetovo, Republic of Macedonia. 

During the academic year 2016-2017 we surveyed 79 randomly chosen students. For this purpose we have 

prepared the questionnaire consisted of questions concerning some aspects of descriptive statistics, as well as 

questions concerning the quality of the life in the campus, the quality of the offered services, the academic 

quality, the motivation aspects, the satisfaction etc. There were also questions about the encouragement and help 

that they take from the University. For some aspects of their satisfaction concerning services as well as for some 

motivational aspects the five point Liker scale was used in the questionnaire.  In order to get a clear illustration 

concerning the interpretation of the gathered data, making conclusions and decisions, we have used the 

Statistical Analysis Software SPSS. At the beginning we have analyzed some elements from the descriptive 

statistics concerning some characteristics such as e sex, age, year of study, their department etc. Then we 

continued with an analysis concerning some other statistical values and dependencies. For analyzing the 

obtained data in this research we have used Cross Tabulations. This is done with the purpose to get the clearer 

picture for the topic of discussion. We have used the chi-square test, the so called Pearson value in order to find 

the significant dependencies between different factors. 

 

 

Results and Discussion 
 

In table 1 are given some results from the descriptive statistics, concerning the percentage participation in the 

survey depending of some factors. One can see that majority of the surveyed students are males, basically from 

the second year of studies. Also the majority of the surveyed students are from the Computer Science Faculty. 

And the average of their success is distributed such that there is no domination of some average group although 

the biggest percentage of students is with average between 7 and 8. 
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Table 1. Quantitative survey 
Gender (%) 

Female 

Male 

Study Year 

I year 

II year 

III year 

Average success 

Between 6 and 7 

Between 7 and 8 

Between 8 and 9 

Between 9 and 10 

The Faculty 

Computer Sciences 

Languages 

Law 

Public administration 

Business Administration 

 

38 

62 

 

17 

60 

23 

 

22.4 

29.9 

19.4 

28.4 

 

44.3 

7.6 

26.6 

5.1 

16.5 

 

At the table 2, means and standard deviations were used to identify the student’s satisfaction with some 

parameters regarding the academic issues. One can see that the total mean scores of students’ satisfaction 

concerning the academic parameters of the University is 3.5, which is relatively high value of satisfaction in the 

range from 1 which means week satisfaction and 5 which means excellent satisfaction. The parameter with 

which are most satisfied is the registering of subject and the parameter of weakest satisfaction is offers of study 

program. But our opinion is that each parameter has a satisfactory ranking because the mean is 3.09.  

 

Table 2. Overall of Student’s Satisfaction concerning some academic parameters 

Student’s Satisfaction                                             mean                  S.D. 

1. The quality of the 

teaching process 

 

2. Registration of the 

subject 

 

3. Advices from the 

responsible 

 

4. Administrative issues 

5. Academicals level of 

professors 

 

6. The reputation of 

University 

 

7. The offered study 

programs 

 

Total                                               

3.53                  1.072 

 

4.13                  1.079 

 

3.47                  1.072 

 

3.56                  1.152 

3.41                  1.056 

 

3.28                  1.143 

 

3.09                  1.232 

 

 

 

 

 

            

                          

        3.5                       1.115 

 

At the table 3, means and standard deviations were used to identify the student’s satisfaction with some of 

services offered in the University. One can see that the total mean scores of students’ satisfaction concerning the 

offered services is 3.61, which is also relatively high value of satisfaction in the range from 1 which means week 

satisfaction and 5 which means excellent satisfaction. The biggest value of satisfaction is about the library 

conditions and the least value of satisfaction is about the services of carrier center. 

 

 

 

 

 

 



International Conference on Research in Education and Science (ICRES), April 28-May1, 2018, Marmaris/Turkey 

200 

 

 

Table 3. Overall of student’s satisfaction concerning the services offered by university 

Student’s Satisfaction Mean              S.D. 

1. University campus 3.95                   1.108 

2. Classrooms 4.05                   1.011 

3. Library 4.10                   1.226 

4. Parking 4.04                   1.160 

5. Internet 3.65                   1.340 

6. Student convict 3.13                   1.390 

7. The quality of food 3.25                   1.418 

8. The sport activities 3.25                   1.436 

9. The carrier center 3.11                   1.476 

Total                                                        3.61                 1.285 

 

At the table 4, means and standard deviations were used to identify the student’s satisfaction concerning some 

other aspects of students’ life. One can see that the total mean scores of students’ satisfaction concerning these 

aspects is 3.287, which is also relatively high value of satisfaction in the range of 1 which means week 

satisfaction and 5 which means excellent satisfaction. The biggest value of satisfaction is about the security on 

the campus and the least value of satisfaction is about the nonteaching activities and students organization. 

 

Table 4. Overall of Student’s Satisfaction concerning some other aspects of student life 

Student’s Satisfaction                       

1. The different recreate 

activities 

 

2. Student organization 

3. Student diversity 

 

4. Security on the campus 

 

5. Nonteaching activities 

6. Student security 

 

7. Social life 

Total 

    Mean               S.D. 

3.09                1.146 

 

2.94                1.264 

3.23                0.947 

3.78                1.04 

2.90               1.297 

3.73               1.059 

3.34               1.142 

 

 

 

 

3.287            7.901 

 

 

Some Important Dependences 

 

Concerning the dependence between the satisfaction and recommendation to others we get the following table: 

 

Table 5. the dependence between satisfaction and recommendation 

 
Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 51.619a 12 .000 

Likelihood Ratio 48.392 12 .000 

Linear-by-Linear Association 28.588 1 .000 

N of Valid Cases 79   

 

From the table 5 one can see that the Pearson coefficient is 0.000. This number is less than the reference value 

0.05. From this result one can conclude that there is a significant dependence between these two factors. This 

means that the student’s satisfaction is very closely related to giving recommendations to other students. 
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In the same way we have got that the Pearson value between the achieved success and the Faculty from where 

they come, is 0.03, which is also less than the reference value of 0.05. This means there is dependence between 

the study program and achieved success. This is probably because the best students choose to study informatics, 

economics and law Faculty. The Pearson value between the motivation and study program they chose is 0.035. 

This means that students are better motivated if they like the study program that they choose. The same is 

between the motivation and grade (with Pearson value of 0.02), the satisfaction from the campus and achieved 

grade etc. 

 

On the other hand there is no dependence between satisfaction from the University and satisfaction from the 

offered programs. The Pearson value in this case is 0.823 which is very bigger than the reference value of 0.05 

(table 6). 

Table 6. Dependence between satisfaction from University and study programs 

 
Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 5.129a 9 .823 

Likelihood Ratio 6.530 9 .686 

Linear-by-Linear Association 1.235 1 .267 

N of Valid Cases 67   

 

 

The same is between the study program and the recommendation (the value 0.981), the Faculty they choose and 

the satisfaction from the University (the value 0.71), etc.  

 

 

Conclusion  
 

From the obtained results we can conclude that in general student's are satisfied with academic offers and 

services in the South East European University. Administrative aspects and academically level of professors is 

satisfactory. The University should give bigger effort in proposing an acceptable and more attractive programs 

to students. Satisfaction with the University campus is on a big level. There should be given effort in improving 

the quality of food, conditions in the students convict, to increase the sport activities and to improve the 

functionality of carrier center. The biggest remark is about nonteaching activities. So, the recommendation is 

that the University should find methods and ways on how to increase the nonteaching activities in the University 

campus. Also we have analyzed some dependences among different factors which can be seen in the paper. As 

one can see, the conclusions are mentioned in the part of results as well 
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