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ABSTRACT

In this research, the theories in service quality and student satisfaction were reviewed and the

conceptual framework was built by modifying the SERVQUAL and SERVPERF to make the

IPO model to put the factors affecting student satisfaction on supporting service at TNU into

work. The model consists of five independent variables including Physical facilities, Regu

lations and service procedure, Administrative staff’s capacity and attitude, Lecturer’s capacity

and attitude, Extracurricular activities, and one dependent variables Overall Satisfaction built

and tested for reality. Questionnaire with 5 Likertscale was used to collect data from students

at members of TNU.

A sample of 366 students were randomly chosen at 7 campuses of TNU to answer the question

naire. The study used 25 observed variables to perform regression analysis and verification of

reported values. The results of regression analysis show five components (including: physical

facilities, Regular and Procedure of service, Administrative staff, Lecturers, and Extracurricular

Activities) have a strong correlation with student satisfaction. It was found out the five variables

 facilities, teaching staff, administrative staff, extracurricular activities the regular and proce

dure were positively related to student satisfaction of the support services of the university. The

linear regression test results show that these 5 independent variables were able to explain about

69.7% of the variation in student satisfaction variable of the support services of the university

set at 99% level of confidence. Finally, the results of testing show there is difference in the level

of satisfaction when respondents were classified by demographic factors.
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