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The Measurement and Determinants of Student Satisfaction in Higher Education
Institution
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Institute of Economics of Education, Graduate School of Education, Peking University, Beijing
100871, China

Abstract: This paper focuses on the measurement and determinants of student satisfaction in a
college or university. Using empirical data and Herzberg's two-factor theory, the hypothesized
effects were tested empirically by incorporating a comprehensive set of independent variables and
self-reported competence assessments to predict student development, which in turn related to
student satisfaction. The results indicate that the path coefficients from faculty-student interaction,
advising staff, student club and curriculum to students' development are consistent with the
assumption that these are key factors that influence student development. Also, the path coefficient
from student development to satisfaction was consistent with Herzberg's two-factor theory. It is
recommended in this study that the changing nature of the higher education marketplace encourages
college administrators to apply the customer-oriented principles to improve quality assurance.

Key words: Higher Education Institution; Student Satisfaction; Herzberg's two-factor theory
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PEBEE MY KRS T BERE AT HERE, = S 0E MU IE AN BAE R “ RIR 3L R 47
BHETAL N IR E R CREFARFR, 2002). IMEBITTIAMIMBESHESS, S B AL S54E
RZIANIRER, W ABRAR N — PSR R, R B A He IR 55 WA e = S A WL S5
RGN XHA, AR AR E VRN A RS Z . B A Y
FHBUR AT . 2 PURAAE R SN i T LU BRI, AR AR RS B A TP A S A
FRGEf “RIRECREMIFE 2 7 FeA oy “ FIIREREMI 55K 5 A 27, ONRE I R TN
AARER) — A EAVEM . (B, 2007). DIERXFERIT 52N, AR AR R S B
AN AL & TR R, M BB R EE L.

2012 4 8 H AT S (E K KIAEE SOE R R A RIZNEL (2010-2020 42)) FE#H,
AT R B TR AR PR AT, #UE IR AR R OC R 985, 211 TRERE R dmth] (AR}
PR FEEEN R, FOE T AR BT SRR VE s O e, HR A R R
&, EERE G BRI, A4t IR E . RS HE T A HE 1 F
KRR S A SRS CRAEZ TR A AR B AR A ) AR A 5 R 45
R ZBURIUWRY, BE®SRAA R REISEE AR, REBE R O 6 &
EHE ISR G, A2EAE RT3 7135 PN AL PPN 5 5 A RO N B AR 5 ol
VA4 R

T IO T ] R g A2 2 2 ) A A 1 P e 2 R R v AR 2 A B R R R
EFERRFEA LT 2 AHE SO 3 TR 22 k% (Fredrick Herzberg) HIMUA 2 BURIEE 18, 5
TR 25 S T 2 2R o A P A 5 P TR O b, St 2 A e e s 2 P 5 i R S e T Lkl 2 o0 #
NI R A R A S8 2 IR S5 SR AR i - 53— T T, ASHIF FUHG 23 800 2 A e A 2
FE BN AL ST VA A R 1R

—. HEHARWTIUEFLEFRENNE

TR EREIR A GG ERRE G IEE, SBGREHE A2 2 18 1)K R
KT HREAT, AL AL O 2838 2 KA BT AR . TP A A i 7 5%
N AN E RAE B AN EE R . MR AR e A R R 2T 0
UF R GUT L FE, BEE A L B 5 FE LA S 0 Y i B2 A0 2 RS NARBURFAIE PR BB AT Jin 2
VR F A K T R S R SR B

BT EEAENMIMNE, WEERENTRE (wants) MR (demands) I AEH7Hr 1
ML (Cutlip, 197D M, ERIILOCK, ML TERMENMN S, H%EZE L REIFRER
LR RINAT P EA . SRTTBEE UL TR G H AR IR T (S S, Ok
Z N e RAE B S SINTH 3% 3R W2 (Kotler and Fox,1995). MU, A 4xH
o 7R E R R ORAN R L, ROUE AR 2, O RSV AN 58 36 202 R 55 o B B
BRI L

M S E o OSSN, FAETREEE, TS R s A T AR o 2 28 D R i A
B WA B A 2 R0 R 22 4EPERE 2 (Astin, 1993; Hartman & Schmidt,1995), Millviill 2 — fif
WIS 5 hR 2 HA RS R . ME—IAERILECE N (theory of individual-environment fit) &
W EEARILEDL Cacademic fit) [l @RS 48 HY, A2 =R T CLER AR A s S5 20 A LA AN 22 AR Ak
BN KA (Tinto, 1993). MIFEZFIBHELL T, SR BA WE S X Bk, o n Dt
R S BN A A R — PP IR SS . LR, FFRE B B nT DU BN S S A B
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Z AR EAE R bR EUERTIR T, RREEARSIN RIS 5, 22 SRS g,
Bk B BERXUT B2 A 2 (B, 2007). M

KEWFFR, 2220 B TR bR 5 52 AR 0 0l st  RFEE Il BA K e 28 %47) #H 5% (Cabrrera,
Nora, & Castaneda, 1993; Pascarella, Smart & Ethington, 1986). XIXNIA TRk &, 4k
R BEAN SN RS 2 IR S AR Rz —,  FF HAR O S S B i HI i B & 205 Dh e Se AR
LRV AER, NI & S B B A IR B AT SE PR E (S B BRI T [ 48

B, LA TR ) F M SR PR T H— A T AR PR i)
W H R T R SR P o 2 P ) 95 2 A X T R e A 2 2 G L
Mz T AR WAETS) AR, BERE A& T . PP I E s T
MR T2 AR OGE R it Z I IR VEAY, LT 2 AR T B (1) 5 AR
IR Cclimate) [P/ (Astin, 1993), il

1967 LK, ZEEIIM R ZZIE IR G ENR T 7T H  (Cooperative Institutional
Research Program) SEitit IR 4F BB AR W BE R 2 o 00U 70 R A ATt 27 TR0, - AU
HRFR. RIS . FEEN . AR R, HFRA. DN T BEk% 451
TSN, RGE52 5% 4 1 e A9 2= (Asstin, 1993) . BV

1993 H= 575 « i B 5w A8 (Laurie A. Schreiner) FIH35 251 « &N H4F (Stephanie L. Juillerat)
WER I (GEE KA EEREL) (student satisfaction inventory, Noel-Levitz, 1995) 24X
F M )26 B B A R ENE T A —

Noel-Levitz ¥ 5 [ i 2 i 2 FR B0 8 ACSI(American Customer’s Satisfaction Index) 5| A
FESEREWEENES . & TR 7T 116 NIRRT, 35w T EARIE SRR
R AU R S A SRR GG R AEAMA R DG . B, TR IR, RS
At RS RIS ST 12 R

53T T S A 2R = AP T MR P 56 [ v A 2 A o i BE TR A IS AR ML AN ), 9 ]
KT ABURF N 3 S R AT & B R A (NSS: National Student Survey). 2005 4EJF44, %
[ 4y F A S R BURF AL ) A NG B K2R R R . VR A 78 o5 S e S BU I B %
SR e S B R RN 3 2B A 2% (Further Education Colleges), 17 % 5 9 &1 B Jig HE b A
ZIAAE B EHEE R 8 8 mE R M A S, FEFENBEET . myEk =m%
HE R Z 14> (Higher Education Funding Council for England : HEFCE)f2# 17157 NSS %%
IafE. KIRES,  FIRHUR AT ORIE 5 808 ZUF RS R 5T 4R, b 2 A IR A e A
N DA v AR B S B S MSTAIT ST Ipsos MORI 47 ST 00 A1 5, 2012 4 9
HUME, WAL SRA T Mg AT 0. T N A4S 23 T OB, W R FREUF T E
N ERIB. EARCRE. HA G, = RIE. MARE. FEME B R, 2

LEAAZFE Noel-Levitz 2] 9 7 :
https://www.noellevitz.com/student-retention-solutions/satisfaction-priorities-assessments/student-satisfaction-invent

ory (2012-12-14 ¥ &)
2HAK S NSS 1T http://www.thestudentsurvey.com/ (2012-12-14 ¥:233)
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RS S Y [ T v 2 A R EE AT FE AR R AN AL as AR ML, R = S
FEZ U O SC B v 8 T 2D AR R B Bl

P8 o3 S S I e I A A B TR T 0 A Bl TAE (2007) PR (SRR
FAEWRERR), @ TERE T CERIER A BIUG] CBEA R <5
BiRss 7 CORANEBD 7S CEUTHBNL R 7, “ HeA R B BT RS RO A “ R,
B URMERE A BB IR AR A R . 220758 N (201D DVIRAEATSE (REIRZAAWRE
BR) WA b, ARHE EEAS RS TR 60 UM, HARYE KRR . AL b STk
JGEBAATL, SEERBUHT. ST BISs . UMt N RUERE . 20T Sl i BB s A R IR 55 o
WA 5 PRI B R R Ja AL, SR AR R R 55 o A A B AR AN

BEAk, # s IR R R A 2 A S A AR TR . HEM. EhE
18 (2007) DVIPEZZE | HH AR BEAVHG TR R I IEAE b, 4 7 04E “BUm .
CHURERL, CETAR RO AR SR R AR 5 A Sk
bR, 18 DT ZRdENR, it 38 ASULINEEI ) A A R EEVEA A R . BT AT S = R DY
AR AR, AR AR 2 PR A BORT ., (HBIM A MR AR )
BEE AN SR S RSO R . 5Kk fEEHE (2009) MR FL AN T ESE “ BN
“CEEZ Y T CRINESD T AR IRST S CREAR R NSRRI A Bl
FEVEI AR, IFH 5T GO S 2 A B R [ ORI . 2 U R B, BRI 557 L
RN T3 T 5 R 5 2 B e S AR T A AR R

—. REI

T AR BRI R S B R R 2, e TR E T AU % 5 (Astin,1993;
Pascarella & Terenzini,1991) D™D, ()Z224E 5K TS Sefd e OBER A ZRRE. Q) F AN
PRGN OF AR AR ARIEL P o MAH T IEAG R T8 IR 500 £ 3K 2 5 AN AL,
AT T E B AR . T UM Tl S . A SRR RN RN . BF 9T
W FIRBERAERT EAR AR W b B P A S R R b, (R AR R R T ik,
AP TN ZARIE TR A AR RS ORI, A A WTHE SR, T 36 1IF 2% 26 1 2 B 9 A
S o

MR RS, EMEUME R SR EF R B (The Theory of Motivation Factors and
Hygienic Factors). Z#ig/e 20 TR, SO B 2 MR BE AR RIE 70 38 R ok A0 A% 58 T FLx)
P MPATLAS FR B P B AN 51 B HR M35 72 B ARV SR A S 4 tH 1) i ERsm i, e SR
BTSRRI R A e, 51K 2 TR S A S R R IR E 3. R T
s R E TAEARL, WFEMS7. ot MK rTRett. S RSt i THRARIIRA T
TAEREE, AFE LTS, FHEDETREIARRR. ArBUESEHIS . TR
SR . BT E ONBINIR & (satisfiers or motivators), 5 AR fd K] Z (dissatisfiers or hygiene
factor) . 7k ZAF S BOOBUR 22 BEAR SE R A S EE B HARTT 5« BRI 2, RIS 5%
FRRYEER . TR R 2R & A Ao TAEA S (225K (Herzberg et al., 1959) ., bl

XA R B A N U G, W)z s Y Al A SRS B S BN DR BE FE h, R I
WL T2 A BE RS R E R 9T o FEJE T B0 1 2 AR T R BE A T RE 28 ey, BU ) B0 1 5
AIVRAE N BRI 2 A (b e, AT ABRAROA BRI 2 o iR A A A 3 L 9 52
SFNVEREEEAR TN B ZAMNOAE R, ATEROA IR R . IRANITAE AR ok R BVFIF AN RE
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SECEAERREE, H—BIHARRE, WATREsI kA EAENFHESE . MREhH, SEHE
MR 22 RN B AE AR A (partner), UL 228 ERR U E & D111 R 22 3 (Kotler & Fox,1995) .
Py AR Za FE Y, S EERAR S 2R A 2 TR AR S R T i A IR AN S i Al oy 2

HRIRAAKE SELE 1967 SF I MR 2R R BRI, BUW. 4301, IR m A B
WA EERN R, S A4 = (Herzberg et al., 1967), i, 7F fbFemt B, BFF
A G RRAARE BAR AR 2 A R R BT (student retention model), fif th 2% A 1
BN RS e R P A RF a2 BB, H R A AEAT N E T80 AR 2 5 2% 2] (Keaveney &
Young,1997). VB4 A (Oscar et al.,2005) -T2 B 5wl o MV A BE b 22 A= f 25
Bd, IOE T FASEIN. 4T A2 A BRIk R E R T A AR . H %
WEFEAREN, e 2 P o AR AR A0 3 P A e R ML R A — 2k, At 3RIE 1 R 2R A1
R 25 BV 0T 257 A W T B AR (1) A 2k o Do

AT FE 7% G R FBUH A A -
1o H A v A 2 A AR e A e A T EE B ey 2 AN [ SR PR e R RIAN [] el 2 T8 52 75 7 A

Z5?

2. FETHRRAAAS FOOUA KB HEAE, ks S SR I R 3R (Rl UM AN 3 01 557
AZ IR ER . R EEST 6@ v MEUEER (FEARE) 55l g i
e 156 5 P 22 TR R R BB o

3. FETHRIRAAAS KOO Z B BEAL 90 E 51 75 S A e T T P P S AN o AR T
N[5 R PR e DR 2 Al PR 3K

A FEIRE AL KA E ¥ “HHmSERERES A KRE” WNBET 2010
SRS ) AR AR T R AR T A T AR TR U A [RICE 2R 36,502 1. B BAR AT
80 fir, Hib 985 Bidk 7 ATy 211 BEks 18 Fr. —MEARIBERE 29 AT RIPARL (FPRAL2ERE) 4
Fr. IR L RS 22 e EMb AT N TR 37%. FHE} 10%. #F} 32%. AL 20%. “£4ES
FitE P AE R . (61.5%). =42 (32%).
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B FRHLBI AORFAE . AR FURE R S 2000 e A it 52 BE VN AN e A B oA AR &5 4 10 5 3K
FREN RGN EAR A EW R BRI R R B LS T s A S R R A R AR R R .

R (curriculum): FEEE\ANEZ, W “YEFREZFRHE RS AAZ " “ LR e R
FESLT, YRR ARG R PR ET T ERY TR RRR . “BEEN A R TR TR
W “ T RSRER BRIRTH sh R 7y “UEEREEMENRECE ", BB IR ECEN B
SE”. i T ONPUM BOR . {5 (Cronbach’s a) > 0.899.

S GV IR RN ELEN(FS interaction): 35 “ S#UT—IEE K. IR 7. “HUi
SR FRAE b 5 T AW 22 S AN 20 7« FOMAR R AT BOE # & AR B 7, “ 5 HUm
R H A 7, BN . IR O T ) S DY B B OR i, B
(Cronbach’s a) 4 0.872.

T B3 IS RF(Advising staff): SETFDUIAER: a0 “ 55T R 2 R AR . AHEEAE", “H
TN A S PR 7SR R ON R R SRIRAL T AL . “HH T R BE
fERI R, BRI BRI T 0o ZaR 0 A ER— 2tk o 2405 0.936.

2FE SRR R 1A B B (Student Club): L RS “ 22 ARG B AN 2R AR GF 7 “ - BiEsh A1 ST
RIGE) 7, “2RAERIAFHIR P ERE 7, < OEE R E &R 7. “2FAERGE R, Y
MR E 4. /2% (Cronbach’s o) 4 0.876.

AR GAEITERE JT1 /&% J€, Cognitive Development): 7Ef& %4 75 EF1# (Keaveney &
Young,1997) [l b, AHEFUM E G A INFNRE I KR . R BEASE “HZ0 ([T
) #877 (Cronbach’s 0=0.875)" 1 “HlEF# (Cronbach’s 0=0.812)" P K. Frigi%
A1, BFE “ISkREReS) 7 “HLRBUTEES1 7. BB “AMEVT AN IE RE
“HAERETT ORISR RS )7, AR BACBERE T SRR LR, IR Bl
RO R A GRS 7, USRI ES) TR 1 R AR IR K
FEFTVRE T AE” “FARTHARLE 7o e 70 WL R gl A 2 (3AE) 5 NFRIAHEE, xT b
R AE ) G AR AT B IR S R A EL tHa RPN 1. 24 3. 4.

[ A2 A k3 % P (Satisfaction Degree): U4% “hise K227, “Rtispi 27, “ R B M NIETE”.
B 25 1) BEALEE AR “ARIEE7. “HLBOHR”. “WR”, ha S M&KF RN 1. 2. 3. 4.
RS ARIN, B, SRR AT BRI R S . 5% (Cronbach’s a) N 0.772,

= FERRKHEENRRL

1. RAEHREERR. TLFEWEE

FRYE A B R M AR 4), B BER X O N = 4 (1543 3~6) THisiEE
H (5 7~9) FEmEd (59 10~12 43) =288k, W& 1 AT, H Al s
BRAT S, BB R AR A (55.2%) XFFTal i B Rl Fr s B R, i R R B A5
1R 31.3%, FFA %) 13.5%0) A0 Fst i3 B R AR B T A o

ANFER GRS R A R EZE R WK 1R, BRS04 50 =
B T HAN SRR B AR, A B DY R A 2 A 5 e o v P T ROR A o T ) A o o HE Y A2 R
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