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Abstract 

 

 

The importance of the higher education is increasing day by day. Main reasons are globalization, 

technological challenges and high competition levels in the labor market. In addition, both 

economic and social development of any country largely depends on the effective work of the 

higher education system. The service quality offered by the higher education institutions is one 

of the main components that determine students' future results. Also, there is an important 

factor, which on one hand is depended on the service quality provided by the universities, and 
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on the other hand, it plays a major role in students’ achievements. This factor is student 

satisfaction. The researchers agree that this is the key issue for the higher education as it leads to 

high levels of student engagement in the learning process. Any change in the engagement level 

is directly reflected on the students’ academic performance. 

Based on reasons mentioned above and the importance of higher education system, the 

objectives of this study are to detect the main components of service quality influencing the 

students’ satisfaction. For this purpose, we used the measuring instrument of higher education 

service quality (HEdPERF). We selected the Ilia State University for our research. Our primary 

expectations were that the academic and administrative aspects, academic programs, availability 

and reputation had a special effect on the students of Ilia State University. As the study shows, 

the administrative factors are the most sensitive and have a positive influence on the students’ 

satisfaction. Also, there is a positive relation between academic programs and student’s 

satisfaction. The disproportionate attitude was observed between the importance of academic 

factors and its satisfaction. According to our observation, reputation and availability are not 

important elements for students of Ilia State University. However, due to the existing limitations 

of the present research, we believe future researches could identify the attitude of reputation 

and availability to the students’ satisfaction. 
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