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Abstract: Background: College and University in the modern world are expected to seek and cultivate new knowledge,
provide the right kind of leadership and strive to promote equality and social justice. Objective: The aim of this study was to
investigate the satisfaction level of undergraduate students enrolled in regular program of Harar Health Science College and
there by understand Harar Health Science College level of service quality perceived by the students. Methodology: A
descriptive cross-sectional study was conducted among 384 students of the college. The participants were selected using
stratified random sampling technique. The data were collected through self-administered structured questionnaire. The data
entry was done by Epi-data version 3.1 and analyzed by SPSS version 21. Results: The total of 356 study participants were
involved in this study, with response rate of 92.7%. The total of 207 (58.1%) of respondents were studying on undergraduate
(degree program). In terms of facility provision, 198 (55.9%) of the students were satisfied with supply of books and more than
half of the students, 222 (62.7%) were satisfied with the suitability of library’s opening hours and 254 (72.6%) and 284
(81.6%) were dissatisfied with the adequacy of computer facility. Majority, 224 (64.3%), and above half, 199 (57.1%) of the
students were satisfied with teaching learning environment and variety of programs options respectively. Conclusion and
recommendations: Majority of the students are satisfied with the current service status of the college except those related with
computer and internet facilities. Therefore, supplying enough computer and internet services is recommended.
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assistances from the government [4]. Service quality is
commonly noted as a critical prerequisite for establishing and
sustaining satisfying relationship with valued customers.
Many organizations emphasize on service quality due to their
strategic role in enhancing competitiveness especially in the
context of attracting new customers and enhancing
relationship with existing client [5]. A perceived service
quality is a forerunner to satisfaction. Thus, a proper
understanding of the antecedents and determinants of client’s
satisfaction can be seen as to have an extraordinarily high
monetary value for service organization in a competitive
environment The perception of quality is multilateral: quality
means different things to different people and from the
perspective of quality’s dimensions (input, process and
output) and from the perspective of the stakeholders, there
are many views of quality [6]. In order to make the

1. Introduction

In today's competitive academic environment where
students have many options available to them, factors that
enable educational institutions to attract and retain students
should be seriously studied [1]. Higher education institutions,
that want to gain competitive edge in the future, may need to
begin developing for effective and creative ways to attract,
retain and foster stronger relationships with students. As a
public organization, it has to depend on the interaction and
mechanism of the market. As a result, competition to pursue
as many students as possible or so-called “potential
customer” may become more and more intense [2, 3]. To
make the matter harder, if a private institution, it does not
have the “privilege” to receive any subsidies or financial
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institutions  progressive and effective its clients’
expectations, their preferences and quality perception about
the overall environment of the institution should be kept by
the higher authorities of the institute [7, 8]. An institution
can achieve success only by understanding and fulfilling the
needs of customers. From a total quality perspective, all
strategic decisions an institution makes are ‘“customer-
driven” [9]. In other words, the institutions must show
constant sensitivity to emerging customer and market
requirements [10]. The institutions also recognizes the fact
that quality of tertiary education is especially important
when it comes to health higher education since it focuses on
producing lifesaving citizens for the country who are
expected to ensure the health of the country's population,
who shall be the engine of the countries [10-12]. Therefore
This Study on customer satisfaction and the influence of
service quality in Harar health Science College’s part of the
continuing effort to improve its services, the College is
seeking information in every academic year about the
quality of its service through continuous customer
satisfaction study.

2. Methods and Materials
2.1. Study Area and Period

The study was conducted at Harar Health Science College
from January 30 to March 30, 2018. The college is one of
public higher educational institutions offering a range of
health science higher training and educations of various
levels for a period of almost half a century contributing to the
development of the country by producing competent health
workforce and professionals. Currently the college offers
BSc Degree training and education in the field of
Comprehensive Nursing, Midwifery, Pharmacy, Medical
Laboratory Science Public health, Pediatrics, Emergency and
critical care. Anesthesia and Health Informatics. Currently
more than 2156 students in BSc and Diploma program
enrolled in the college.

2.2. Study Design

A mixed cross-sectional
employed.

survey study design was

2.3. Population
All regular students at Harar Health Science College.
2.4. Study Population

All randomly selected 2™ year and above students from
different departments within the College.

2.5. Sample Size Determination

The sample size was determined using single population
proportion formula by taking 65.4% of level of satisfaction
with the overall service of the university among the students
of Dire Dawa University [6] as the below.

n= (Zas2)*p(1-p) _ (1.96)2 X0.65%(1-0.65) _ 349
d? (0.05)2

n = sample size of the study;

z = standardized normal distribution value for 95%
confidence interval, 1.96;

p = population proportion;

d = marginal error taken (0.05);

Therefore n is 349 and by adding 10% non-response rate
the final sample size was = 384.

2.6. Sampling Techniques

The study respondents’ was sampled from 1626 students
enrolled in 2013/2017 academic year at Harar Health Science
College within the regular BSc and TVET program. The total
sample was proportionally allocated to each stratum
(program department and enrollment year) and study
participant were finally select using simple random sampling
technique.

2.7. Study Variables

2.7.1. Dependent Variable
Perceived level of satisfaction.

2.7.2. Independent Variable

Sex, age, year of study, department, facility provision,
teaching learning, practical/demonstration room, and
administrative related factors, student services related.

2.8. Data Collection Method

Self-administered structured questionnaire was used to
collect the data on perception of students’ satisfaction. The
instrument comprised of 5 questions related to demographic
features (age, sex, program involved, and department) and 35
questions related to students’ satisfaction level about facility
provision, teaching learning, practical/demonstration room,
as well as administrative student services related.

2.9. Method of Data Analysis

Prior to data feeding, questionnaires were reviewed
thoroughly. Data entry and analysis was done by Epi-data
version 3.1 and SPSS version-21 respectively. Data cleaning
was made mainly to check each variables for coherence and
consistence including checking/comparing missing values
against the paper questionnaires. Items were also checked for
statistical validity and reliability using Cronbach-alpha and
found to have a result of 0.8 and beyond. Finally, the
descriptive statistics was presented in the form of tables,
graphs and texts.

3. Results and Discussion
3.1. Characters of the Respondent

In this study, a total of 356 study participants were
involved, making a response rate of 92.7%. Majority of the
respondents, 294 (82.6%) were in the age group of 18-22 and
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212 (59.6%) of respondents were female (figure 1). The total
of 211 (58.1%) of respondents were studying an
undergraduate degree program and more than two third of the
respondent, 280 (78.7%), were satisfied with the decision to

attend this college, whereas 86.6% of the students were
happy with the department currently engaged in the college
(Table 1).

Table 1. Socio demographic and other Characteristics of the Respondent (students) in Harar Health Science college Harar Ethiopia, 2020.

Characteristics/Variables Options Frequency Percentage
Male 144 40.4
Gender Female 214 59.6
Total 356 100
18-22 294 82.6
3 Gy 23-27 54 15.2
>28 8 22
Total 356 356
Undergraduate 207 58.1
Program attending Diploma (TVET) 149 41.9
Total 356 100
Yes 280 78.7
satisfied with my decision to attend this College No 73 20.8
Total 353 99.2%
Yes 305 86.6
happy that I chose to study this particular field (department) No 47 13.6
Total 352 98.9%*

* calculated based on the actual responses from the specific questions.
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Figure 1. Showing composition of participants by sex and years of study in
HHSC, Harar, Ethiopia, 2020.

3.2. Facility Provision

In terms of facility provision, 198 (55.9%) of the
student were satisfied with supply of books and more than
half of the students, 222 (62.7%) were satisfied with the
suitability of library’s opening hours and 254 (72.6%) and
284 (81.6%) were dissatisfied with the adequacy of
computer facility and IT (internet service of the College)
respectively (Table 2). This finding consistence with the
study conducted in Dire Dewa University of Ethiopia [6].
This indicates that with the academic standards, there
should be updated and adequate books in the library and
above all the opening hour of the library and functional
internet service need to be suitable and should give
maximum hours of service per day for students. This will
intern maximize the technical and practical skills of the
students.

Table 2. Student Satisfaction level with Facility Provision in Harar Health Science College, Harar Ethiopia, 2020.

No Service provision Satisfied* n (%) Dissatisfied** n (%)
1 The supply of books is sufficient 198 (55.9%) 156 (44.1%)
2 The library’s opening hours 222 (62.7%) 132 (32.3%)
3 Information how to use the library services. 246 (70.1%) 105 (29.9%)
4 Get help in using the library services 149 (42.8%) 199 (57.2%)
5 Adequacy provided in the computer lab for students 96 (27.4%) 254 (72.6%)
6 Opening hour of computer rooms 79 (22.9%) 266 (77.1%)
7 IT (e-mail and software) at the College 64 (18.4%) 284 (81.6%)
8 College’s has functioning internet service. 78 (22.7%) 266 (77.3%)
9 Classroom 194 (59.8%) 130 (40.2%)

* When the respondents/participants answers agree or strongly agree to the positive statements.
** When the respondents/participants answers disagree or strongly disagree to the positive statements.

In small group discussion, majority of the discussants
agreed that “the college library not functional daily for up to

10:00 AM due to the reason of unscheduled cleansing of the
room by the janitors as well the library not opened at night so
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that students were urged to use classrooms for reading but the
guards of the college dislikes and forced us to leave the
college.” In addition the discussants recommended that the
college internet service was one obstacle for the learning
process since no special internet access area for the students.

3.3. Teaching Learning Related Issues

With regard to teaching and learning in the college,

majority 224 (64.3%) and 199 (57.1%) of the students were
satisfied with teaching learning environment and variety of
programs options in the college respectively (Table 3). This
finding in line with the study conducted, Lebanon and
Zambia [14, 11]. This implies that there are a number of gaps
seen in the college for the better achievement of the college’s
strategic objectives.

Table 3. Student Satisfaction level with teaching learning Related Issues in Harar Health Science College, Harar Ethiopia, 2020.

No Teaching learning issues Satisfied *n (%) Dissatisfied **n (%)
Teaching learning 224 (64.3%) 124 (35.6)

2 Variety of programs 199 (57.1%) 149 (42.8%)

3 Institutional syllabus 184 (53%) 165 (47%)

* When the respondents/participants answers agree or strongly agree to the positive statements.
** When the respondents/participants answers disagree or strongly disagree to the positive.

And also, 199 (57.2%) were satisfied with the subject
matter knowledge of instructors and 149 (42.8%) were
dissatisfied 199 (57.2%) and 178 (52%) were satisfied with
the evaluation system and student-instructor interaction

respectively regarding communications with the Department
and efficient time lessons and Practice 197 (56.9%) and 209
(59.7%) were dissatisfied (Table 4).

Table 4. Student Satisfaction level with teaching and learning in Harar Health Science College, Harar Ethiopia, 2020.

Teaching and learning Satisfied n (%) Dissatisfied n (%)
Good Subject matter knowledge of Instructors 199 (57.2%) 149 (42.8%)
Work during the lessons and in Practice was efficient. 141 (40.3%) 209 (59.7%)
Enough supportive feedback by instructors 128 (37.1%) 219 (62.9%)

Course evaluation system

Assessment results within Reasonable period of time.
Student-instructor interaction

Communications with the Department

NN AW~

199 (56.7%)
143 (41.3%)
178 (52%)

149 (43.1%)

152 (43.3%)
203 (59.7%)
166 (48%)

197 (56.9%)

* When the respondents/participants answers agree or strongly agree to the positive statements. ** When the respondents/participants answers disagree or

strongly disagree to the positive.

Discussant stated that, “the college gave educational
opportunities for instructors however, such instructors also
have classes to thought us results inconvenience for them and
misses our classes. The group discussants were also asked
about recommendation to improving problems related to
instructors, the majority of the discussants recommended that
one instructor offered for us so many courses within a
specified semester. In addition to this majority of the
discussant agreed that some of the instructors not politely
entertain students when we asked them to shown us exam
papers as well not submitted our grade even for months and
years. This finding is similar with that of study conducted in
Zimbabwe [15].

Other discussants on the issue of college administrators
recommended that deans of the college should have practiced
a regular monitoring and evaluation of the teaching-learning
process. Additionally there is lack of supportive feedback by
respective instructors in the college. Almost 60% of students
are dissatisfied with the instructors’ performance on showing
the students evaluation result with in short period of time.
This along with the low student instructor interaction will
create great inconvenience and great impact on the results of
students. Thus there should strong attitude change on

instructors to see their role in broad in addition to class room
lectures. FG discussants also raised the same issue in that “...
instructors are simply give our result to the registrar office
without informing us.....also when we ask them to see our
result... they are not willing to show us our result
details......".

3.4. Practical/Demonstration Room and Training

Regarding satisfaction of students practical or
demonstration room and training, only less than half 147
(42.9%) of them satisfied with organization and
arrangement of practical or demonstration room and
more than half 207 (60.5%) of students were dissatisfied
with practical learning period. Over all poorer
performance was revealed in application and utilization
of demonstration in order to give good technical skills to
the students and practical based teaching in the college.
These findings are similar with BRAC University,
Dhaka, Bangladesh and Stanford University, United
States of America [16, 17] (Table 5). These might have a
great impact on the practical skills of the student in that
area of expertise.
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Table 5. Student Satisfaction with Practical/Demonstration Training in HHSC, Harar Ethiopia, 2020.

Practical/Demonstration Room and Training Satisfied n (%) Dissatisfied n (%)
Practical/Demonstration Room is well organized. 147 (42.9%) 196 (57.1%)
Practical/Demonstration Room equipment work properly. 146 (42.6%) 197 (57.4%)

Practical learning period
Instructors at the Demonstrating or practical room are competent
Equal opportunity during practical learning period

AN AW N —

Instructors at the Demonstrating or practical room Guide and show the necessary skill

135 (39.5%)
153 (45.7%)
148 (43.8%)
143 (42.6%)

207 (60.5%)
185 (54.3%)
190 (56.2%)
193 (57.4%)

* When the respondents/participants answers agree or strongly agree to the positive statements.

** When the respondents/participants answers disagree or strongly disagree to the positive.

3.5. Administrative Student Services Related

Regarding administrative services, the findings from this
study indicates that 115 (33.1%) of the students were
satisfied with guidance and counseling service and 73

(22.7.1%), 105 (30.3%) were satisfied with the peer-
counseling and support groups and services at the study
affairs office of the college respectively (Table 6). This
finding is similar with that of study conducted in Kenya [18].

Table 6. Student Satisfaction with Administrative student service in Harar Health Science College Harar 2020.

Administrative student service Satisfied n (%) Dissatisfied n (%)
Guidance and counseling service in the college 111 (33%) 225 (67%)
Peer Counseling and Support Groups 73 (22.7%) 264 (78.3%)

This institution encourages female students
The institution administrators promote the success of all students.

Treated respectfully by the principal.

N N R WD~

Service at the study affairs office

Institution administrators are aware of what goes on in the classrooms

96 (28.2%) 244 (71.7%)

116 (34%) 225 (66%)
119 (35.2%) 219 (64.8%)
119 (34.6%) 222 (65.4%)

105 (30.3%) 241 (69.6%)

* When the respondents/participants answers agree or strongly agree to the positive statements.
** When the respondents/participants answers disagree or strongly disagree to the positive.

4. Conclusion

Based on the above results, it can be concluded that majority
of the students studying in Harar Health Sciences College are
satisfied with the current offerings in facilities except those
related with computer and internet facilities. More than half of
students are satisfied with the currently available programs.
However, majority of the students were dissatisfied with
arrangement of practical/demonstration rooms, practical session
period and also administrative support services. Having saying
these in terms of student-instructor interaction it can be
concluded that students’ satisfaction is limited in terms of
subject matter knowledge of instructors, evaluation and grading
system as well.

5. Recommendation

Therefore this situation invites attention of all the
educational stakeholders including the College management,
Ministry of Education and all other either government or
non-government stakeholder engaged on education to
enhance the quality & standards of higher education in the
country. Particularly much has to be done around improving
administrative support service, facility provision of the
college, practical/demonstration room organization and
practical session period.
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