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Research Background 

 

This chapter provides the overview of the chapter one which discuss the study about 

the Students’ Satisfaction toward Services Rendered by Non-academic Staff of UCTS. 

According to UCTS website, University College of Technology Sarawak (UCTS) is 

culmination   of the State Sarawak’s vision in commitment to establish a world-class institution 

of higher learning to spearhead the development and production of technical human resource 

for the Sarawak Corridor of Renewable Energy (SCORE). In this study, we will do a research 

specifically on administrative staff in term of non-academic staff only which their services has 

affected the students’ satisfaction. Therefore, some internal organisation of UCTS that are fully 

charged to handle the student matters are categorised into Library Department, Academic 

Affairs and Registry Department, Students Development and Services Department and Finance 

Department. 

        Firstly, Library is a place where to support teaching material, learning of all academic 

programs and provides some services directly such as borrowing, returning, renewals, printing 

and photocopying, information literacy which is divided into three module, group discussion 

in a discussions room provided and students may do the reservation for discussion room. 

        Apart from that, Academic Affairs and Registry Department is responsible for the 

academic administration of all UCTS programs.  The services rendered by them is processing 

application of students intake, issue the offer letter, students registration, UCTS academic 

calendar, courses timetable and examination timetable, keeping students records. Besides that, 

it also functioning as a secretariat to the University Senate and issuance of official transcripts, 

certificates and organisation of University Convocation. 



        Students Development and Services Department (SDSD) provide support service and 

other development opportunities in term of conducting students’ activities programs such as 

offers student club and society. In addition, they are also the financial assistance for students 

study fee loans such as PTPTN and MARA. SDSD also responsible for the student 

accommodation, student alumni and student counselling services, sport and recreational 

activities or co-curriculum of the students. Meanwhile, financial department focuses on all the 

students financing such as the students’ invoice, PTPTN payment and welfare. 

  All the departments mentioned are fully associated with the student, but still, there are 

barriers that affect the students` satisfaction toward the services rendered by staff. 
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Research Questions 

 Is there a positive relationship services provided by non-academic staff with 

SERVQUAL dimension of tangibility and related students’ satisfaction? 

 Is there a positive relationship services provided by non-academic staff with 

SERVQUAL dimension of reliability and related students’ satisfaction. 

 Is there a positive relationship services provided by non-academic staff with 

SERVQUAL dimension of responsiveness and related students’ satisfaction? 

 Is there a positive relationship services provided by non-academic staff with 

SERVQUAL dimension of assurance and related students’ satisfaction? 

 Is there a positive relationship services provided by non-academic staff with 

SERVQUAL dimension of empathy and related students’ satisfaction? 

Concept of Students’ Satisfaction 

        Satisfaction has many definitions that is related to a students’ behaviour. According to 

Kotler and Clarke (1987), satisfaction defined as a felt by a person who has experience 

performance or an outcome that meets his or her expectation and also a function of the relative 

level of expectations and perceives performance. Based on this statement, it shows that services 

carry out by staff is associated with students’ satisfaction and may influence students feeling 



and expectation. According to Gremler et al., (2006), satisfaction is connected with the 

happiness emotion which is described as being amazed in a positive way or relief when a 

negative feeling of a customer who had a bad experience is removed by service recovery. 

Whenever a service implemented, staff must overcome the weakness of services and maintain 

the positive elements of services.       

Students’ Satisfaction in SERVQUAL Model 

           Satisfaction is closely related to services quality. Satisfaction occurs when perceived 

performance meets or exceeds the students’ expectations and dissatisfaction results when there 

is a negative gap between performance and expectations. Satisfaction is a feeling of happiness 

and joy that individuals obtain when they have fulfilled their human needs and desires. 

          As mentioned by Zeithaml et al, (1996), a key to long-term business success is customer 

satisfaction and satisfaction as a transaction-specific measure. 
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