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Abstract

Title: this research paper investigates the role of university
management in increasing students’ satisfaction by checking the role of
culture, price and reputation of universities of Pakistan. Management qualities
of a university plays an important role in the development of students’
satisfaction, and directly or indirectly influences their satisfaction level. It is
argued that university management should focus on culture development and
lowering down tution price to increase satisfaction level and reputation of the
university. This study made use of 5-point Likert scale questionnaire to find
out the management quality factors. A total of 150 students from different
universities were investigated through this questionnaire. SPSS 21 software
was used for the investigation through regression and correlation analysis.
Convenience sampling method was used, due to lack of time and resources for
approaching the respondents. Only the university respondents were inquired
to find out their satisfaction level. The results obtained were segmented into
six hypothesis. Five hypothesis were accepted. It was found that students were
not satisfied with management quality and culture of their universities. While
correlation between management quality and students’ satisfaction was found
positive. The students are not happy with service timing and its quality
provided by the university management. The relationship between university
reputation and management quality through correlation was found to be
negative. Tution fee of the investigated universities is very high, which is also
a reason students’ do not like service quality even after paying high fees.
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Introduction

Checking quality in Higher Educational Institutions (HEIs) is
considered a complex phenomenon. It demands investigation of two important
points to focus, Management quality and academic quality. According to the
research article of Ud Din and Saeed (2019), the academic quality focuses on
learning outcomes, which acquires and aims to improve both the abilities and
knowledge of the students in various subject domains. On the other hand,
Management quality depends on institutional Managements, comprising of
both tangible and non-tangible features (Ud Din & Saeed, 2019). The weaker
platform in terms of Management comprehension has concentrated their focus,
and now the emphasis on measurable features, which include physical
environment, assets and equipment.

Due to this weaker comprehension, Higher Education Commission
(HEC), has generally funded more universities on this notion and evaluates
their quality on same perceptions too. HEC is one of those governing bodies,
inspecting quality of education in educational institutes regularly. It also
provides guidelines and policies needed to be followed by universities. The
study of Arif, Igbal and Khalil (2019) argued that most of the institutes in
Pakistan are in strong need to spend more on human infrastructure to
strengthen their infrastructure. The latest statistics show that the number of
educational institutes significantly inclined during 2010-2015 as reported by
the study of Ferdousipour (2016). Therefore, with an increase in universities,
the need for Management quality significantly increased to retain a high
number of students. However, education standard has not been up with a rapid
pace, because education is considered an important source in an economy, the
economy of Pakistan did not improve.

According to the research article of Deming (2018), it is the
responsibility of the government to provide quality education to students and
support them with the help of quality education. Furthermore, quality depends
on many parameters, which are done in collaboration of institution and
government to increase education standards of an institute. The education
sector of Pakistan is very weak as reported by Deming (2018) due to which
the quality Management and education must be provided by the management
of these institutions. This includes use of technology in the academics and
funding for needy students.

A number of studies have been carried out to assess Management
quality and student satisfaction among the university graduates, only a few of
them investigated pricing and university reputation as determinants of
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Management quality. Shah (2013) argued that scarce literature is available in
the context of Pakistan HEISs, in terms of moderator or mediator variables.

This research paper aims to provide an analysis of three factors, which
are university culture, reputation and price as the moderators. While
Management quality is kept as dependent variable and analyses the extent to
which it satisfies the students, particularly in universities of Pakistan. The key
objective of this study is identification of Management quality and its
influence on student satisfaction rate, and its influence on universities. This
study makes significant contributions to limited and scarce literature on this
topic. When searching over the internet, only one study investigated the
influence of price on Management quality of the universities, and that too back
in 2010. This study identifies the gaps in Management quality of educational
institutes, based on which the performance of the universities can improve in
future.

Management quality is called as a contemporary conceptualization
when the comparison between perceived expectations and perceived
performance is needed to be analysed. According to the findings of Al,
Sulaiman and Javed (2018), Management quality is tough to measure, because
of its intangible nature and consideration of all Management quality aspects.
They suggested SERVQUAL, which is normally used to measure
Management quality by critically evaluating five aspects, which include
tangibles, reliability, responsiveness, assurance, and empathy (Ali, Sulaiman
& Javed, 2018).

Student satisfaction has defined an extent to which an organisation
meets the needs of students and provides quality education (Dib & Alnazer,
2013). The satisfaction level of the students is influenced by their expectations
and their perceptions related to quality of Management provisions.

University culture is defined as the support and collaboration platform
provided by the management of educational institutes to overcome the
difficulties of students. However, Shah (2013) argued that each university has
its own culture, and factors which comprise of elements and cultural aspects.
University reputation provides a combined reputation of a university and
multiple elements from internal and external factors. It also includes media-
hold of the university, which is developed over a period of time.

Research Questions:

This research answers three questions. The first question evaluates, to
what extent the student satisfaction is influenced by Management service
quality and what is the relationship between them? The second question
evaluates, what role does university reputation, price and culture play when
association between Management quality and student satisfaction is needed to
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be evaluated? While the third question asks about the role of governmental
and institutional factors in quality Management in the institutes?

Research Design and Methodology:

This research is based on quantitative approach and aims to analyse the
role of all the factors by critically evaluating their relationship between them.
Online survey questionnaires were distributed to the respondents of this study,
who were students of different universities. The questionnaire was based on
five-point Likert scale methodology.

Conceptual Framework:

Since it was reported by Uprety and Chhetri (2014) and Ali and
Mohammed (2014) that Management quality significantly influences student
satisfaction, only one study in Pakistan checked the role of Management
quality on students satisfaction by investigating culture, price and reputation
as the mediating factors. In addition, the role of government and institutions
is also analysed in terms of quality management practices followed in the
universities. This study makes use of the following theoretical framework:

University Culture
Service Quality |I
‘ Price
¢ Tangibles

¢ Dmpathy

' ASSUT&H?E ] L o Student Satisfaction
¢ Responsiveness

o Reliability

¢ Competence

+ Content

Figure 1. Theoretical framework

Based on the combination of above factors in institutional
development, this study comes up with a theory of “New Institutionalism”.
The focus of this theory would be on the development of structures of support
for the workers. In addition, this theory would focus on increasing the
development of new principles for social behaviours of the management
people in universities. Different elements of this theory have been drawn from
the interviews conducted, and the problems they face in managing the
students.
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Hypothesis
Management quality and students’ satisfaction are positively
associated.
University reputation influences students’ satisfaction
positively.
Price influences students’ satisfaction positively.

University culture influences students’ satisfaction
positively.
Role of Government and quality management in public
universities is important
Role of institutions and quality management in public
universities is important

Literature Review:

This chapter is segmented into two parts. First part provides critical
review of all the variables and their relationship with each other. While second
part provides the assessment of literature gap, which would be reduced by this
study.

Management Quality:

According to the research article of Arif, Igbal and Khalil (2019),
Management quality is one of the most used parameters by the educational
institutes in different nations, because it provides a critical review of different
parameters, which support educational developments. Management quality
keeps on changing according to the situations of different nations, in which a
nation operates. However, Ntabathia (2013) argued that Management quality
cannot be measured to perfection because of its intangible nature, therefore,
all the aspects of Management quality should be taken into consideration. The
studies have argued that SERVQUAL is a good model to measure customer
satisfaction, however, SERVQUAL needs more generalization.

Student Satisfaction:

Student satisfaction depends on a number of parameters and keeps on
changing according to their lifestyles. For example, Ntabathia (2013) argued
that some students demand that quality education should be provided to them
with the induction of technology, while some demand that prices should be
low. Arguing with the statement, Shah (2013) wrote that most of the students
in Pakistan want that high paying institutions should lower their fee structure
because most of the people in Pakistan cannot afford them. in addition, when
students come in the universities, they expect that university works will be
quick, and support staff would be there to provide them with quality
Management (Shah, 2013). Therefore, these are some of the Management
parameters, influencing the Management quality and satisfaction rate of the
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customers. Andam, Montazeri, Feizi and Mehdizadeh (2015) supported the
statement of Azizi, Kapak and Tarhandeh (2014) and argued that reputation of
educational institutes is an important consideration when student satisfaction
rate is needed to be analysed. The satisfied students always generate optimistic
views on institution level and present same reviews to other students.

University Culture:

With the passage of time, the management of various institutions is
getting aware of the culture and its importance in the educational institutes. In
an investigation presented by Andam et al., (2015), the authors reported that
university culture significantly diversifies the institutions and provide them
with the awareness of culture. If the management focuses on provision of more
and more Management platforms, it becomes easier for them to analyse their
role in university development, and increase Management quality.
Nonetheless, Babaei, Rahimian, Ahmad, Omar and Idris (2015) did not
support the argument completely and wrote that most of the universities have
their own elements of culture, which must be interconnected according to the
cultural aspects. In short, university culture works like a web, where
administration plays an important role to keep everyone updated and
connected. Therefore, it can be argued that most of the universities should
significantly assist the management to develop a culture of collaboration and
support by the management to generate high number of revenues and satisfied
students.

University Reputation:

University reputation is based on a combination of multiple elements,
segmented into internal and external elements. The findings of Kordshouli,
Jafarpour and Bouzanjani (2016) showed that university reputation normally
depends on five parameters, which are visibility, distinctiveness, authenticity,
transparency and consistency. If the university management aims to increase
the association between corporate visual identity and corporate reputation, the
researchers reported that a university’s reputation can be directly or indirectly
mediated and improved. However, Sin, Yousufand Sin (2018) wrote that most
of the people working in the universities need to maintain a good relationship
with the students to become a reputable university or else. Researchers
reported that a university’s reputation can be directly or indirectly influenced
according to mediated experiences.

A number of studies tried to identify and recognize the importance of
university reputation and its importance. According to the findings of Xu and
Du (2018), most of the students select the universities based on the reputation
level of that specific university, however, the reputation of university depends
on more than one parameters. They further added that reputation can mostly
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be perceived by looking into both horizontal and vertical directions (Xu & Du,
2018). According to them, horizontal context of reputation depends on
comparison between the institutions based on some specific characteristics
and dimensions, which a student appreciates. On the other hand, Sin, Yousuf
and Sin (2018) explained vertical context of reputation as dealing with the
student’s perception according to positive and negative emotions. Therefore,
these positive and negative emotions allow in evaluation of university
reputation and improve it.

Price:

Price depends on purchasing of commodities and Managements by
spending money. Xu and Du (2018) narrated price by observing consumer
perceptions as the major influencing character to let go of something in order
to get a commodity or a Management. While, Raza, Qazi and Shah (2018)
explained the concept of price as fairness and procedure through which
rational outcomes can be sustained. For example, when price is fair and
according to the view of customers, then it can be called as fairly charged.
They added on the argument that most of customer mostly go for fairly
charged products and avoid getting the expensive one. However, customer
contentment can be determined by observing perceived price also.

The factors identified in various studies for identification of price of
the students can be looked by observing various factors such as tuition fees,
books costs and the coaching material. Arif, Ameen and Rafig (2018) argued
that if customers or university students are satisfied with these identified
factors, they rate university as a quality university ultimately influencing
satisfaction level. However, Fatima and Khero (2019) argued that there is a
dissimilarity between these concepts, because of price, Management quality
and customer contentment. Therefore, the inter-relationships can significantly
influence customer satisfaction, price and quality to make it interesting to
study all the three concepts.

Reflections and Summary:

This section provided a critical review of all the factors identified in
conceptual framework and also evaluates the relationship between them. based
on the arguments observed, it can be argued that all the factors showed a
significant positive relationship with dependent variable, hence the methods
used to asses them are explained in next chapter.

Research Methodology:

This study is a mixed-method study because it uses both interview and
survey questionnaire. This study is based on adapting to convenience sampling
approach to select the number of respondents. Convenience sampling was
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used to save time and reduce expenses. The findings from the questionnaire
are also evaluated by comparison with available literature. First survey and
interview methodology were chosen and then questionnaires were developed.
Next questionnaires were distributed to the university students according to
the convenience. Friends and their friends were used for collecting the
responses and survey was stopped when 150 responses reached. The
questionnaire was based on five-point Likert scale methodology and
comprised of 8 questions in total. Each factor was evaluated with the help of
2 questions. The interview questionnaire comprised of 5 questions based on
selected theory.

When an investigation is needed to be carried out, it becomes
important to select one of the best methods to carry out investigation. This
study applied correlation and regression method to find out the relationship
between dependent and independent variables. Interview results were based
on content analysis methodology. Each hypothesis is separately covered and
evaluated. The variables analysed for the questionnaire were shown to the
supervisor to increase validity and reliability of the studies. Furthermore,
students willing to participate with mutual consent were involved in the
survey. Only the participants willing to participate in online questionnaire
were involved, and their names were not taken. Only the university students
and professors were approached for completion of surveys and the
management was approached for permission. Research ethics were further
deployed by the investigator to ensure that all the activities and responses are
received on time.

This research employs the understanding of various concepts, which
underpin a method of quantitative approach. It is the responsibility of the
management to ensure that high-quality service is being provided to the
students because it would make it easier for them to study with full
concentration and not get worried related to their studies. It would assist them
to ensure that all the problems related to the management perspective allow
them to ensure that they focus on personal development, rather than getting
worries for academic service quality. While the qualitative approach provides
assessment of the weaknesses and service level in these universities. The
management of different universities would be able to improve their service
quality, by looking into the theory proposed by this research.

Findings:
Overview:

This chapter provides the findings of this study and is segmented into
2 parts. The first part quantitative results observed in this study, followed by
the interview findings.
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Quantitative findings:

Demographics:

The demographics of this study can be found in the table below:
Table 1. Demographics

Category Percentage
Male 69%
Female 31%
Below 20 years 20%
20-22 years 65%
Above 22 years 15%
Urban areas 64%
Rural areas 36%
Program enrolled

Business Administration 22.7%
Computer Science 21.3%
Software Engineering 16.4%
Computer engineering 14.5%
Electrical engineering 14.4%
Telecommunication engineering 10.2%

Management quality and student’s satisfaction:

First analysis was carried out to check the relationship between
Management quality and student satisfaction. According to the findings
observed, following results are obtained:

Variables EnteredRemoved™

Variables Variables
Maodsl Entarad Removed Methad
1 sc" Enter
a. Depandent Variabla: S50
b. All requested variables entered.
Model Summary
Adjusted R 5td. Error of
Madal R R Squara Square tha Estimata
1 100 010 003 1.25953
a. Pradictors: (Constant), SC
ANOVA®
Sum of
Modal Squares o Maan Squara F Sig
1 Regrassion 23084 1 2384 1.502 1220
Rasidual 234,740 148 1.586
Total 237173 149

a. DepandentVariable: 30

b. Prediciors: (Constant), 5C

Figure 2. Management quality and students’ satisfaction
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The results above show that most of the students are not satisfied with
the Management quality provided to them by the university management.
They argued that the university management is not providing them support
and because of that Management quality observed is significantly low. The
value of significance is greater than 0.05, hence the students are not satisfied
with the Managements provided to them by the university management.

The value of correlation is also observed in the following fashion:

Correlations
50 S5C

5@ FPearson Correlation 1 Aaa

Sig. (2-tailed) 222

I 150 150
SC Fearson Correlation 00 1

Sig. (2-tailed) 222

I 150 150

Figure 3. Correlation between Management quality and student's satisfaction

Correlation is found to be positive with a value of 0.100, hence it can
be argued that Management quality and student’s satisfaction is positive.
University reputation and student’s satisfaction:

The second hypothesis aimed to check the relationship between

university reputation and student satisfaction. Following results were
obtained:

Variables EnteredRemoved®

Variables Variables
Maodel Entared Removed Method
1 sc® Enter
a. Dependent Variable: UR
b All requested variables entered.
Model Summary
Adjusted R Std. Error of
Model R R Squars Square the Estimate
1 0352 001 -005 1.29616
a. Predictors: {Constant), SC
ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Rearession i [ 1 <) g8 _GG5P
Residual 248 644 148 1.680
Total 248.960 149

a. Dependent Variable: UR
b. Predictors: (Constant), SC

Figure 4. Reputation and students’ satisfaction
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The results above indicate that most of the students are unsatisfied with
the university reputation because they believe that poor quality of
Management contributes to the low level of the workers. The value of
significance is significantly higher than 0.05 showing low satisfaction rate.

The correlation between both the variables is found in the following
fashion:

Correlations
LR sC

UR Fearson Correlation 1 -.036

Sig. (2-tailed) BEE

I 150 150
sSC Fearson Correlation -.036 1

Sig. (2-tailed) BEA

I 150 150

Figure 5. University reputation and students' satisfaction

The university reputation and students’ satisfaction are not directly
related to each other, because the value observed is negative.

Price and student’s satisfaction:

This hypothesis aimed to evaluate the relationship between student’s
satisfaction and price to come out with the following results:

Variables Entered Removed”

Variables Variables
Modal Enterad Removed Method
1 e Enter

a. Dependent Variable: P

b. All requesiad variables entered

Model Summany

Adjusted R Std. Error of
| Model R R Square Squara the Estimate
1 p2s* 001 - 006 144875
a. Predictors: {Constant), SC
ANOVA®
Surn of
Model Squares df Mean Square F Sig.
1 Regression 199 1 199 095 758°
Residual 30634 148 2089
Tatal 310833 149

a. Depandent Variable: P
b. Pradictors: {(Constant), SC

Figure 6. Price and student's satisfaction
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The results obtained show that value of significance is once again
significantly high, because of which it can be argued that most of the students
are unhappy with tuition fees and other miscellaneous charges, which are
imposed by the university. The value of significance is more than 0.05, hence
most of the students answered the questions negatively.

The correlation between Price and student’s satisfaction is observed in
the following fashion:

Correlations

5C P
SC FPearson Correlation 1 025
Sig. (2-tailed) 758
I 150 150
= Pearson Caorrelation 0245 1
Sig. (2-tailed) .7a8
I+l 150 150

Figure 7. Correlation between Price and student’s satisfaction

Correlation between price and students’ satisfaction is positive because
its value is 0.025. therefore, Price and student’s satisfaction are positively
related to each other.

University culture and student’s satisfaction:
The fourth hypothesis aimed to investigate university culture and its
relationship with student’s satisfaction to depict following results:

Variables EmeredRemoved”

“ariahlas “Wariahlas
Modal Entarad Ramovad Mathod
1 scP Enter

a, Depandan! Varnable: UC
. All requested variables entered

Model Sumimany

Adjusted R Std. Errar of
Mode R R Sguars Square tha Estimatsa
1 151" 023 016 1.24125
a. Predictors: (Constant), SC
ANOWA™
Surm of

Modal Squares df Maan Squars F Sig
1 Raegression .38 1 =38 3451 065"

Rasidual 228022 148 1.541

Total 233,340 149

a. DepandantVariable: UG
b, Pradictors: (Constant), SC

Figure 8.University culture and students’ satisfaction
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The results are similar to previous ones also. Most of the questions
were negatively responded by the students because they did not like university
culture and wants it to change. The value of significance is greater than 0.05,
and it can be argued that university culture is not helping the students to
overcome the problems of satisfaction.

The correlation between the two variables is illustrated below:

Correlations
LIC s5C

ac Fearson Correlation 1 151

Sig. (2-tailed) 065

] 150 150
sSC Fearson Correlation 151 1

Sig. (2-tailed) 065

] 150 150

Figure 9. University culture and students' satisfaction

The results show a positive correlation between the two variables. The value
of correlation comes out to be 0.151, hence the fourth hypothesis is also
accepted.

Relationship between Role of government and quality management:

When the questions related to role of government and quality
management were inquired from the respondents, following results were
obtained:

Model Summary

Adjusted R Std. Error of
Mode| R R Square Square the Estimate
1 8857 .rgz2 781 25818
a. Predictors: (Constant), ROG
ANOWVA®
Sum of
Mode| Sguares clf Mean Sguare F Sig.
1 Fegression 35.468 1 35.468 532100 .oog®
Residual 9865 142 067
Total 45.333 149
a. DependentVariable: QM
b. Predictors: (Constant), ROG
Coefficients™
Standardized
Unstandardized Coefficients Coefficients
Model B std. Error Eeta t Sig.
1 (Constant) 0Gg 148 4G4 644
ROG 873 042 885 23.067 000

a. DependentVariable: QM
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The results above show that value of significance is highly significant.
The value of regression is observed to be 0.000, which shows a high
significance between the two variables. the value of correlation is also
presented in the figure below:

Correlations

ROG QM
ROG  Pearson Correlation 1 885
Sig. (2-tailed) 000
I 150 150
QM Pearson Correlation EEEN 1

Sig. (2-tailed) .000

M 150 150

** Correlation is significant atthe 0.01 level (2-

tailed).

Figure 11. Correlation between ROG and QM

The results above show that there is a positive correlation between role
of government and quality management. The value observed is 0.885, hence
increasing role of government will also increase quality management in the
academics.

Relationship between role of institutions and quality management:
The relationship between the role of institutions and quality
management is observed below:

Model Summany

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 .0a3g® 001 -.005 55305
a. Predictors: (Constant), RO
ANOWA®
Sum of
Model Sqguares df Mean Sqguare F Sig.
1 Regression 066 1 066 216 543k
Residual 45 267 148 .306
Total 45 333 149
a. Dependent Wariable: QM
b. Predictors: (Constant), RO
Coefficients™
Standardizecd
Unstandardized Coefficients Coefficients
Model =] Std. Error Beta t Sig.
1 (Constant) 3411 128 26.651 .ooo
RO 016 034 038 AE55 643

a. Dependent Wariable: QM

Figure 12. Institutions and quality management
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The relationship observed above shows that quality management and
role of institutions is very weak and standing at a value of 0.643. Therefore,
the institutions are not supported by the students and received negative rating
from the management side. The value of correlation can be found in the figure
below:

Correlations

ROl [+][T]
ROI FPearson Correlation 1 038
Sig. (2-tailed) 643
] 150 150
QM Fearson Correlation .038 1
Sig. (2-tailed) G643
] 150 150

Figure 13. Correlation between institutions and quality management

The value of correlation is positive, due to which it can be argued that
institutions should follow some practices which can increase quality
management since it is positively associated.

Summary of Hypotheses:
Table 2. Hypotheses results
Hypothesis Accepted

Management quality and students’ satisfaction are positively associated. | Accepted

University reputation influences students’ satisfaction positively. Rejected
Price influences students’ satisfaction positively. Accepted
University culture influences students’ satisfaction positively. Accepted

Role of Government and quality management in public universities is | Accepted
important

Role of institutions and quality management in public universities is | Accepted
important

Interview Results:

The interview results are segmented in this section based on the
questions related to New Institutionalism theory:

While answering question 1, out of the 10 participants, 8 argued that
management of new institutions should start focusing on new institutionalism
theory because it is a new theory and provides new sociological views of
managing the students. According to them, this theory can significantly
elevate the performance of the workers because it has necessary steps of
managing the students along with their benefits. Only 2 participants said that
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this theory does not have a framework to carry out the required support for the
management of institutions.

When second question related to environmental benefits of this theory
were inquired, 6 people argued that this theory supports open environment and
communication. They said that open communication allows the students to get
their issues resolved quickly and sustain them. However, 4 participants
remained confused whether open environment in university would increase
management quality or not. They argued that this theory does not allow
legitimacy, and recommended that university must be having enough revenues
to sustain this method of implementation for improving the workplace
environment.

In response to the third question, which investigated the role of this

theory in the development of human behaviours, rules and norms, 8
respondents stated that institutions should be having the required workforce
for the development of this theory. They supported this theory by saying that
it allows passive influence and allow the development of platforms which
results in complying with academic rules and procedures. Hence, if the
management of university is willing to increase its management quality, it
should focus on the development of a platform, which is supported by policies
providing both tangible and intangible benefits.
Another question was inquired related to finding out how the management of
an institute can use this theory to improve its infrastructure. 60% of the
respondents argued that management should be forced to follow the policies
of the institute, and a monitor should be there to check their performance
regularly. This theory allows monitoring of the workers, therefore, if it is used,
chances of increasing efficiencies and affectivity of students’ support would
significantly increase.

Last question was related to how many institutions in Pakistan are
following this theory in their premises. 90% of the respondents said that this
theory is rarely followed in universities of Pakistan, even when it carries
potential to resolve many problems within itself. However, one participant
stated that he did not know about this ratio. Therefore, it can be argued that
this theory can be used for generating potential benefits, however, the
management should be provided with awareness of potential benefits of this
theory.

Discussion and Recommendations:

After careful evaluation of the research results, it can be said that most
of the students are not satisfied, because most of them answered the questions
negatively.

In hypothesis number one, the students were inquired with the
following questions:
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e Your university provides quick Managements when required.
e Your university has a hierarchy in Management provision and
willingly resolves all the problems of the students.

In response to the statements above, most of the students answered
negatively and said that they were not happy with the Management provided
to them by the university management. The results obtained were similar to
Qazi, Raza and Shah (2018) and Sharif, Afshan and Qureshi (2019), who
wrote that Management quality is positively related with satisfaction,
however, not focused by many universities.

When the respondents of this study were inquired with the questions related
to the second hypothesis, following observations were made:
e Your university has a good reputation in the market because of
high student’s satisfaction rate.
e Your university has been famous for providing support to their
students and that too with increased support.

The responses received for the above questions were mostly negative,
and students did not support the arguments that university reputation is
attached to their satisfaction rate, as the hypothesis was rejected. The results
were similar to Junejo and Muhammad (2018) but different from Bates, Kaye
and McCann (2019) and Torlak and Kuzey (2019).

The third hypothesis inquired whether price has an influence on students’
satisfaction. The following questions were inquired:

e You are satisfied with pricing policies of HEC.

e You can easily afford the tuition fee for the semester.

The respondents mostly belonged to the private institutions and argued
that they were not happy with the pricing structure of the universities.
However, a positive correlation was observed between the variables. The
responses were similar to Ali, Ulah and Sanauddin (2019) and Ud Din and
Saeed (2019) also. Both the studies argued that universities in Pakistan charge
a lot from their students and most of the students cannot afford.

The fourth hypothesis aimed to evaluate the relationship between university
culture and students satisfaction. Following statements were inquired:
e The culture in university is supportive and you are satisfied
with them.
e All the staff members and teachers are easily approachable
within the university premises.

The answers supported the statement that the students were not happy
with the support provided to them by the university management and rated it
negatively. The results were not supporting the statement that universities of
Pakistan are supportive, hence it has become difficult to increase the
satisfaction level of the workers. The study of Ali, Sulaiman and Javed (2018)
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supported similar results, while Fatima and Khero (2019) reported other
factors, which contribute to the students’ satisfaction.

After careful evaluation of the research aims and objectives, it can be
argued that most of the students did not support university culture, tuition fee,
reputation and services provided to them. The culture is not supportive and
several changes are needed by the management. With an increase in challenges
in educational fields, it would be necessary for the teachers to follow an
appropriate method of teaching and the management to improve service
quality, otherwise, the supportive leadership style would fail. Especially
against increasing fees, service quality must also increase in order to overcome
the challenges of future. The reputation of a university significantly relies on
the approaches it takes to support the academic education platform and to
elevate service category for the students, otherwise, an increment in university
fee would only be elevating the concerns of the teachers and management due
to leaving students.

The relationship between university culture, price, service quality and
reputation are obtained to be positive, therefore, the management of university
should focus on these parameters to engage in the activities. positive culture
and supportive management would increase service quality, and the students
will then happily pay the fee to the university due to high satisfaction level
from service delivery and supportive culture.

Limitations and Further Studies:

This study was limited to analysing university culture, price, management
quality, and other relevant parameters. The investigation to other parameters
such as registration process, hurdles in meeting the teachers, and the support
provided by HEC should also be investigated in future. The sample size should
be increased in future because many students study in different universities
not focused on this investigation. The university culture must be investigated
by looking at many other parameters, such as events and organisations coming
to the university for hiring. University reputation should be assessed by
looking at the jobs offered to its graduates. These are recommendations for
future studies. This study did not present comparison of different universities
and their culture, price etc. which should be done by future investigators.

Conclusion

After critical evaluation of the research aims and objectives, it can be
concluded that the management of HEC is not providing support to the
students. The students are not happy with the support provided to them by their
universities and rates them negatively. Conclusively, the association between
student satisfaction and Management quality is positive, however, students are
not happy with timely Management and its quality. In addition, the
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relationship between university reputation is observed to be negative and
students answered these questions negatively. Another important conclusion,
which should be made is that the management of various institutions should
indulge in discussion and come up with an improved pricing structure because
most of the students do not like it. In Pakistan, most of the students cannot
afford private education because of significantly high fees, therefore, they
need to improve it. The culture is also non-collaborative and the management
should start focusing on it to increase students’ satisfaction.
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Appendices
Appendix A — Interview questionnaire

1.

Do you believe that New Institutional theory should be used by the
academic institutes? Does it provide new sociological views of
managing the students?

What are the environmental benefits of New Institutional theory in the
academic education and how it improves management quality?

What is the role of New Institutional theory in the development of
human behaviors, rules and norms in academic education?

How the management of an institute can use this theory to improve its
infrastructure?

How many institutions in Pakistan are following this theory in their
premises?



