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Abstract. Student satisfaction has become an important tool for assessing the 

quality of services and support provided by higher education institutions in the 

changing educational environment. Abstract This study examines the student 

satisfaction on services at Quezon City University (QCU) using inputs of four 

administrative offices such as Admissions & Registrar, Finance & Scholarship, 

Guidance & Counseling and Office of Student Affairs (OSA). By employing a 

comprehensive student satisfaction survey, the research uncovers the elements 

impacting satisfaction, pinpoints areas for actionable improvement, and recommends 

strategic interventions to enhance service quality. The methodology uses a mixed-

methods approach, integrating quantitative measures (e.g., weighted mean 

calculations, Net Promoter Scores, or NPS) with qualitative feedback. Data were 

collected from students across different academic years, which facilitates 

comparative analysis that may be able to identify patterns of temporal changes in 
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satisfaction. Analysis outlines strengths and challenges to service delivery Students 

did say they appreciated current initiatives, but also identified responsiveness, 

communication and staff approachability as areas for growth. Data-driven student-

centered approaches, timely proactive communication followed by continuous 

feedback mechanisms implementation is essential. These involve ensuring people 

and services are more accessible digitally, that processes are not overly bureaucratic 

and that staff are trained in student engagement. Addressing these insights 

empowers QCU to better meet the diverse needs of its students, create a nurturing 

academic environment, and enhance its overall commitment to excellence. This 

research underscores the power of data-driven strategies to revolutionize the student 

experience, creating a more responsive and enriching experience at the university.  

 
Keywords: student satisfaction; higher education; institutional support; quality improvement; 

student support services; Quezon City University 
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INTRODUCTION 

 

In today’s diverse educational landscape, students from various backgrounds, 

cultures, and abilities converge with the goal of developing skills that support both 

academic success and personal growth (Morron, 2023). Recognizing this diversity, 

universities and colleges are increasingly focused on providing inclusive educational 

experiences to address the unique needs of their student populations. Delivering such 

experiences is essential to ensure that all students are effectively supported in their 

academic journeys.  Consequently, evaluating student satisfaction has become a 

pivotal tool for institutions, helping them to make informed improvements across 

services and support structures. 

 

Studies from around the world underscore the importance of student satisfaction in 

shaping higher education. For instance, studies conducted in the United Kingdom 

indicate that factors such as teaching quality, access to support services, and campus 

facilities as key influences on student satisfaction, particularly in graduate programs 

(Smith et al., 2017; Brown & Jones, 2018). These factors are not just essential to the 

individual experiences of students but are also increasingly seen as indicators of 

institutional quality and effectiveness. Similarly, in the dynamic landscape of the 

Philippine educational sector, there is a growing emphasis on ensuring high levels of 

student satisfaction and consistently enhancing the quality of services provided. 

Higher education institutions in the Philippines face unique challenges, such as limited 

resources and changing regulatory requirements, that can affect their ability to fully 

meet the diverse needs of their students. 

Student satisfaction is a key indicator of how well universities meet students' academic 

and service needs. It encompasses various aspects, including academic quality, 

campus facilities, and support services. Recent research emphasizes the importance 

of strategies that engage students actively and gather accurate feedback to address 

their concerns. Data-driven decision-making enables universities to better adapt to the 

changing needs of students, fostering a more responsive and supportive environment, 

which ultimately boosts overall satisfaction. 

As stated by Bueno (2023), a crucial role of student satisfaction with services and 

facilities is the enhancement of the graduate school experience. His study, "Enhancing 

Graduate School Experience: A Comprehensive Evaluation of Student Satisfaction 

with Services and Facilities," demonstrates that higher satisfaction levels are 

associated with better academic performance, timely program completion, and 

improved well-being. Students who feel supported and have access to necessary 

resources show higher motivation and engagement. Additionally, satisfaction with 

campus services and facilities fosters a strong sense of belonging, enhancing positive 

perceptions of the institution. Bueno’s research underscores how the quality of 
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services and infrastructure directly impacts students’ academic success and overall 

experience.  

According to Rodriguez and Gonzalez (2022), further exploring the positive impact of 

using student feedback to assess and improve institutional services is a must. Their 

case study shows that universities that actively collect and respond to student 

feedback can significantly enhance service quality, which leads to increased 

satisfaction. The study emphasizes that addressing student concerns through 

evaluations helps create a more supportive academic environment and strengthens 

student engagement with campus services. By prioritizing feedback, universities align 

their offerings with student needs, improving retention and academic success. 

Rodriguez and Gonzalez (2022) stress the importance of continuous service 

evaluation as a tool for institutional improvement. 

Similarly, Baldwin and Johnson (2019) investigate how satisfaction surveys can be 

leveraged to enhance campus services. Their study demonstrates that systematic 

collection and analysis of student feedback allow universities to pinpoint areas for 

improvement, particularly in academic support and campus facilities. The findings 

show that actionable insights derived from surveys lead to meaningful changes, 

improving the overall student experience. By addressing concerns related to advising, 

library services, and learning environments, universities foster a more student-

centered and responsive atmosphere. Baldwin and Johnson emphasize the ongoing 

role of feedback in ensuring continuous service quality improvement in higher 

education. 

According to the findings of Lee and Choi (2020), examining the use of student 

satisfaction surveys in gathering feedback on various support services, including 

counseling, career services, and technological resources yields a greater workload for 

the better. Their study highlights the role of these surveys in identifying areas for 

improvement and enabling universities to make informed, data-driven decisions that 

enhance service quality and student satisfaction. By responding to student needs, 

universities can create a more supportive campus environment. 

As per Estrellado (2023), the researcher explores the use of data analytics, particularly 

sentiment analysis, to improve decision-making in Philippine universities. The study 

demonstrates how analyzing student feedback through sentiment analysis helps 

universities identify specific areas for improvement, such as academic programs, 

campus services, and student engagement. This data-driven approach allows 

universities to make more informed decisions, tailoring improvements to address 

students’ most pressing concerns. Estrellado's work emphasizes the power of modern 

data analytics in enhancing the responsiveness and effectiveness of service 

improvements in universities. 
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This action research study aims to address these issues at Quezon City University 

(QCU) by using a comprehensive student satisfaction survey to evaluate and improve 

the quality of university services. The study specifically seeks to identify the factors 

influencing student satisfaction outcomes and to enhance the effectiveness of 

measurable criteria within the survey itself. By gathering and analyzing student 

feedback, the research will highlight actionable areas for improvement, particularly 

through real-time feedback and personalized survey tools. This evidence-based 

approach aims to inform targeted interventions that ultimately enhance students' 

educational experiences at QCU. Meanwhile, for the access aspect, it should be made 

certain that every student can have direct access to staff employees, and it is 

necessary to improve dimensions which can increase students' satisfaction so that 

students are convinced of their choice of campus and then they are likely to 

recommend their chosen university and spread positive things about their institutions 

(Mulyono et al., 2020). 

 

Eventually, this research underscores the importance of a proactive approach to 

student support. By focusing on student-centered quality improvements, this research 

supports the development of a nurturing academic environment at QCU, fostering both 

academic and personal growth. This proactive approach to student support 

emphasizes continuous feedback and improvement, aligning QCU’s services with 

student expectations and reinforcing its commitment to creating a rewarding and 

engaging academic journey.  

 

 

METHODOLOGY 

 

To accurately assess student satisfaction with the various support services provided, 

this study formulated distinct sets of questions tailored to the unique roles and 

functions of four key university offices of QCU: the Admissions & Registrar's Office, 

Finance & Scholarship, Guidance & Counseling Unit, and Office of Student Affairs. 

Recognizing that each office serves different aspects of student needs, the survey 

questions were designed to align with the specific services offered, allowing for a more 

targeted and meaningful evaluation. 

 

Questionnaire Design and Formulation 

The survey questions were carefully designed to address the specific functions of each 

office and assess critical aspects of service quality. Each question set was developed 

based on established frameworks in student service quality and satisfaction, ensuring 

close alignment with the unique services offered by each office. 

To effectively gauge overall satisfaction, the survey incorporated closed-ended 

questions, including a Likert scale for service-specific items. This scale allowed 
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respondents to rate their satisfaction across key dimensions, such as accessibility, 

responsiveness, and overall service effectiveness. 

In addition, the survey utilized the Net Promoter Score (NPS) as a measure of student 

loyalty and advocacy. NPS, commonly used in satisfaction research, asks 

respondents, "How likely are you to recommend this service to others?" An NPS above 

zero (0) signifies that more students are likely to recommend the service, providing an 

accessible metric to assess loyalty. This score is essential in identifying areas where 

student support services are meeting expectations and where improvements may be 

needed. 

The survey also included an open-ended section for students to share their 

experiences with each office, offering valuable qualitative insights to complement the 

quantitative data. 

 

Data Collection Methods 

This study employed a mixed-methods approach to gather comprehensive data on 

student satisfaction with support services. A combination of quantitative and qualitative 

techniques was used to analyze both satisfaction rates and detailed student feedback. 

Data collection was conducted through purposive sampling. Students from various 

academic programs received a questionnaire after utilizing services in the student 

support offices on the day of their scheduled appointments. The survey, designed to 

capture satisfaction levels across diverse student interactions with support services, 

was collected and tallied upon completion to ensure immediate feedback. 

 

The quantitative component focused on measuring the satisfaction rate of students 

with different aspects of student support services. The survey incorporated rating 

scales to capture overall satisfaction, efficiency, and accessibility of services. The Net 

Promoter Score (NPS) was also used to gauge loyalty and satisfaction by asking 

students how likely they were to recommend university services. An NPS score above 

zero indicates positive recommendations and serves as a benchmark for student 

satisfaction levels. 

 

For comparison purposes, the study used prior evaluations conducted during the 

2022-2023 and 2023-2024 academic years. In the 2022-2023 period, the Guidance 

and Counseling Unit administered a survey to 1,908 students (representing 20% of 

the student population). In the 2023-2024 period, the QCU Student Support Services 

Evaluation expanded to include 3,054 students (also representing over 20% of the 

student population). These evaluations provided satisfaction ratings and NPS data, 

forming a basis for comparative analysis with the current study’s findings. 

 

To capture detailed insights into student satisfaction, the survey included a comment 

section for qualitative feedback. This allowed students to elaborate on their 
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experiences and provided valuable context for interpreting quantitative results. 

Qualitative responses were analyzed to identify recurring themes, concerns, and 

suggestions, highlighting areas for potential service improvements. 

 

The evaluation process drew on comparative analysis across data collected in the past 

two academic years. By contrasting satisfaction ratings and NPS results from 2022-

2023 and 2023-2024, this study aimed to observe any changes in student satisfaction 

over time and identify specific areas that may require further enhancements. 

 

 

RESULTS 

This data provides an overview of student satisfaction and the likelihood of 

recommending various Student Services for the academic years 2022-2023 and 2023-

2024 among students in Quezon City University (QCU). It includes two key metrics: 

the Satisfactory Rate, which reflects overall satisfaction on a scale from 1 being highly 

dissatisfied while 10 being highly satisfied, and the Net Promoter Score (NPS), which 

measures the percentage of students likely to recommend the service to others.  

 

In addition, each criterion was given a weight after the replies were analyzed using a 

weighted mean computation. More significant responses can contribute more to the 

final average thanks to this calculation. The weighted mean can be calculated by 

multiplying the total number of response categories by their respective weights and 

dividing the result by the total number of weights. This method allowed for a full 

evaluation of the effectiveness of the student services. 

The evaluation survey includes an open-ended section for students to share their 

experiences with key offices within Student Services, including Admissions and 

Registrar's Office, Finance and Scholarship, Guidance and Counseling, and the Office 

of Student Affairs (OSA). These services play an essential role in supporting students’ 

academic journey and well-being, and the feedback highlights both positive aspects 

and areas for improvement. 
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Table 1. 

Summary of Student Satisfaction and Net Promoter Score (NPS) Across Student 

Service Offices (2022-2024) 

 

Table 1 provides an overview of student evaluations across various student service 

offices. The satisfaction rating for the Admissions and Registrar’s Office experienced 

a slight decrease, from 8.7 in the 2022-2023 academic year to 8.6 in 2023-2024, 

reflecting a modest change of -0.1. In contrast, the Net Promoter Score (NPS) showed 

a more significant decline, dropping from 67% in 2022-2023 to 51% in 2023-2024, a 

decrease of -16%. This substantial drop suggests a notable shift in student loyalty and 

a reduced likelihood of recommending the service. 

Similarly, the Finance and Scholarship maintained a stable satisfaction rating of 8.9 in 

both academic years, showing no change. However, in contrast to the Admissions and 

Registrar’s Office, the NPS for Finance and Scholarship increased from 67% in 2022-

2023 to 70% in 2023-2024, a positive difference of 3%. This increase indicates a slight 

improvement in student loyalty and a greater likelihood of recommending the services. 

Likewise, the Guidance and Counseling Unit experienced a small decline in 

satisfaction, with its rating dropping from 8.9 in 2022-2023 to 8.7 in 2023-2024, 

reflecting a modest decrease of -0.2. However, the NPS for this unit saw a more 

pronounced decrease, from 67% in 2022-2023 to 56% in 2023-2024, a decline of -

11%. This notable reduction suggests a shift in student perceptions, indicating that 

fewer students are inclined to recommend the services of the unit. 

At last, The satisfaction rating for the Office of Student Affairs remained unchanged at 

8.9 from the 2022-2023 academic year to 2023-2024, indicating consistent student 
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satisfaction with the services provided. However, the NPS for OSA declined 

significantly, falling from 84% in 2022-2023 to 65% in 2023-2024, a decrease of -19%. 

This notable drop indicates a shift in student perceptions, suggesting reduced student 

loyalty and a lower likelihood of recommending the office's services.  

The average weighted mean for the academic year 2022-2023 was 8.9, indicating a 

high level of student satisfaction. Similarly, the average weighted mean for the 2023-

2024 academic year was 8.8, also reflecting high satisfaction. The difference between 

the two years is a slight decrease of -0.8. In contrast, the NPS increased from 71% in 

2022-2023 to 61% in 2023-2024, showing a negative change of -11%.  

 

Table 2. 

Categorized Student Feedback for Admissions and Registrar’s Office (2022-2023) 

 

Table 2 presents the main categories of student feedback for the Admissions and 

Registrar’s Office, along with representative examples. The highest positive feedback 

was in the category of 'Responsiveness and Efficiency,' with 20.54% of students noting 

prompt responses and helpfulness. 'Professionalism and Friendliness' also received 

positive mentions from 14.29% of respondents, who appreciated the approachable 

and understanding staff.  

On the other hand, 'Unprofessional Behavior' was the most significant concern, with 

16.07% of students citing issues like high temper among some staff. Additional 

feedback includes a desire for 'Improvement on Processing Speed' (12.50%) and 

'Better Communication and Information Flow' (14.29%), indicating areas where 

students feel there could be further enhancement. 
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Table 3. 

Categorized Student Feedback for Finance and Scholarship (2022-2023) 

 

Table 3 summarizes categorized feedback on the Finance and Scholarship services 

for 2022-2023. The most positive feedback, with 17%, was for 'Helpful Service,' where 

students appreciated the financial support scholarships provided. This was closely 

followed by 'Gratitude' (16%), where students expressed thanks for the assistance 

received. The main area for improvement was 'Timely Processing,' noted by 14% of 

respondents who reported delays in allowance distribution. 'Communication' (12%) 

was also mentioned, with students wanting more regular updates. 'Efficient Process' 

(10%) and 'Clear Instructions' (9%) pointed to desires for faster processing and clearer 

guidance.  

Additional comments highlighted the 'Friendly Staff' and 'Transparency' at 5% each, 

and a smaller 3% suggested moving to a web-based system for convenience. Finally, 

9% of respondents had no specific issues or were satisfied with current services.  
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Table 4. 
Categorized Student Feedback for Guidance and Counseling Unit (2022-2023) 

 

Table 4 summarizes student feedback on the Guidance and Counseling Unit for 2022-

2023. Positive appreciation was the most cited feedback, with 14% of respondents 

expressing gratitude for the unit's work. 'Timely Response/Processing,' noted by 15%, 

highlighted a need for faster response times. Other key areas included 'Helpful 

Service' (12%) and 'Satisfaction' (10%), reflecting general approval, while 'Clear 

Communication' (10%) indicated a desire for better guidance. Additional comments 

pointed to the 'Friendly/Accommodating Staff' (9%) and a wish for more proactive 

'Face-to-Face Interactions' (8%). 
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Table 5. 

Categorized Student Feedback for Office of Student Affairs (2022-2023) 

 
 

Table 5 presents student feedback for the Office of Student Affairs in (2022-2023). The 

most prominent category, 'Positive Feedback' (19%), included remarks such as 'Very 

good' and 'Nice work.' 'Helpful and Informative' responses, representing 13%, 

reflected appreciation for assistance in providing relevant information about activities.  
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Table 6. 

Categorized Student Feedback for Admissions and Registrar’s Office (2023-2024) 
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Table 6 summarizes categorized student feedback for the Admissions and Registrar's 

Office (2023-2024). Nearly half of the responses fall under 'No Comment' (49.0%), 

suggesting many students had no specific feedback. Positive remarks, such as 

'Positive Feedback' (6.6%), praise the helpful and approachable staff, while 

'Encouraging Improvements' (4.7%) include messages of support for current efforts. 

Key areas for improvement include 'Queue and Waiting Time' (4.0%) and 'Efficient 

Transaction Processing' (2.5%), where students suggest ways to streamline 

processes. Additionally, 'Communication and Transparency' (2.3%) calls for better 

information-sharing practices.  

 
Table 7. 
Categorized Student Feedback for Finance and Scholarship (2023-2024) 
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Table 7 shows student feedback for the Finance and Scholarship Office (2023-2024). 

The majority ('No Comment' at 67.8%) offered no specific input. Positive responses 

(5.9%) express gratitude for the supportive services, while 1.8% highlighted concerns 

about delayed scholarship releases. Students also requested faster processing (1.5%) 

and additional financial aid (1.2%). Other feedback pointed to clearer communication 

on scholarship updates (0.6%) and guidelines for stipend acquisition (0.7%). A few 

raised concerns about staff approachability and scholarship criteria. Overall, feedback 

emphasizes the importance of timely financial support and operational improvements. 

 

 
Table 8. 
Categorized Student Feedback for Guidance and Counseling Unit  (2023-2024) 
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Table 8 shows student feedback for the Guidance and Counseling Unit (2023-2024). 

The majority ('No Comment' at 74.1%) did not provide specific input, indicating limited 

interaction or experience with the unit. Positive feedback (5.5%) acknowledged helpful 

and approachable staff, while 3.3% expressed appreciation for the support offered. A 

smaller portion of students expressed high satisfaction (2.9%) and noted that the unit 

encourages responsibility and behavior (0.8%). Some students suggested a need for 

fairness (0.6%) and consistency (0.6%) in handling concerns, while 1.2% valued the 

unit’s support for mental, physical, and emotional needs. Constructive suggestions 

included improving systems and discipline measures (0.4%). 

 

 

Table 9. 

Categorized Student Feedback for Office of Student Affairs (2023-2024) 

 



 
  QCU The Lamp: Journal of Education 
  Vol. 2, No. 1, November-December 2024 

 
63 

Table 9 shows student feedback for the Office of Student Affairs (2023-2024). A large 

majority ('No Comment' at 76.2%) provided no specific feedback, possibly indicating 

limited direct interaction. Appreciation and gratitude were expressed by 2.9% of 

students, while 2.5% shared positive feedback on helpfulness and support. Requests 

for more student programs (1.2%) and suggestions for improved staff attitude (1.4%) 

reflect areas for potential enhancement. A smaller portion (1.0%) emphasized the 

importance of staff cooperation with students, while 0.6% noted improvements for 

event management and communication. Other comments highlighted the desire for 

consistency (0.8%) and professional interactions (1.0%). 

DISCUSSION 

Based on the comprehensive feedback analysis from Quezon City University (QCU) 

student responses across various offices, the discussion emphasizes areas of 

strength and potential improvement in student services, with actionable insights for 

refining institutional support. This research spans four key administrative offices: 

Admissions & Registrar, Finance & Scholarship, Guidance & Counseling, and Office 

of Student Affairs, each vital to enhancing the student experience.  

The data reflects a substantial portion of students either offering no feedback or 

expressing gratitude, indicating satisfaction with existing services. Positive mentions 

in each office's feedback signify a baseline appreciation for current practices. 

However, the prevalence of neutral or "no comment" responses underscores a 

possible lack of engagement or awareness, suggesting that proactive communication 

or clearer service promotion could benefit overall perception. 

For the Admissions & Registrar's Office, feedback focuses on the need to improve 

waiting times and staff approachability, aligning with findings from studies like those of 

Gunduz et al. (2023), which highlight the importance of operational efficiency in 

educational settings. Positive sentiments are tempered by suggestions for a 

streamlined queuing process, possibly through digital tools to enhance student 

convenience and satisfaction. 

The Finance & Scholarship Office garnered significant positive feedback for its support 

but also faced critique over scholarship and allowance disbursement delays. Students 

emphasized the importance of efficient processing, mirroring global research on 

institutional support’s role in student retention and success (Hassan et al., 2021b). 

Suggestions for quicker transaction processing and clearer instructions further reflect 

a demand for transparent, timely support mechanisms. 

Guidance & Counseling received relatively fewer responses but high satisfaction 

ratings from those who had utilized its services. Requests for balanced decision-

making and constructive suggestions on discipline highlight the need for empathetic, 
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student-centered support, aligning with the role of such units in fostering student well-

being and development. 

Lastly, feedback for the Office of Student Affairs emphasized appreciation for existing 

support but also indicated interest in more student programs. The call for additional 

events and partnerships with student organizations signals a need for diversified 

programming that aligns with student interests and fosters a vibrant campus 

community. 

In terms of limitations, while the study encompasses all students from different 

campuses, feedback remains constrained to self-reported experiences, which might 

vary based on individual expectations or office interactions. Future research could 

address these variances through broader data collection methods and by considering 

cross-office collaborations for service improvements. Addressing these insights 

holistically offers QCU a pathway to not only refine current operations but also align 

student support services with evolving academic and personal needs, fostering a more 

resilient and responsive university environment. 

CONCLUSION 

Based on the analysis of student feedback across the Quezon City University 

campuses, it can be concluded that while students largely appreciate the services 

offered by the Admissions & Registrar's Office, Finance & Scholarship, Guidance & 

Counseling Unit, and Office of Student Affairs, notable areas for improvement remain. 

Positive feedback highlights the efforts of each office in assisting students, indicating 

a solid foundation for service delivery. However, the findings also reveal concerns 

regarding responsiveness, communication, and perceived staff approachability. 

Addressing these issues can significantly enhance the overall student experience and 

satisfaction with university services. 

The research underscores the importance of continuous assessment and 

responsiveness to student needs in fostering effective support services. A more 

proactive approach to transparency, responsiveness, and clearer communication 

protocols could address the primary areas of concern, ultimately aligning service 

quality with student expectations across all campuses. 

While this study gathered comprehensive feedback from all students from Quezon City 

University, future research could explore a longitudinal analysis to track service 

improvements over time. Additionally, initiatives that focus on enhancing the digital 

accessibility of services and increasing staff training in student engagement are 

recommended. Such developments could strengthen student relations, optimize 

service efficiency, and support QCU’s commitment to delivering high-quality student 

support services. 
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