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Abstract 

This study aimed to determine the significant influence of program quality on students 

satisfaction of the criminology students of Jose Rizal Memorial State University Criminology 

Department during the School Year 2014-2015, as basis for a five year development plan. 

This study made use of non-experimental quantitative research design utilizing descriptive 

correlational technique, universal sampling, mean Pearson r and multiple regression. The 

respondents exhibited a high level of response that the institution is providing quality services 

and high level response on student’s satisfaction. The finding showed that overall there was a 

significant relationship between program quality and students satisfaction. It showed that 

administration, physical plant and facilities, and faculty were highly significant predictors of 

students satisfaction. Further studies are warranted. 

 

Keywords: program quality, student’s satisfaction, criminology students  

 

Introduction 

Education sector is increasing very hastily all over the world in recent years. 

Globalization and digital revolution has created a demand for new and varied disciplines in 

education. The cost of providing education has gone up rapidly due to teaching 

methodologies and learning instruments utilize in the distribution of knowledge with rising 

inflation worldwide. The brisk increase in the number of institutions in higher education has 

led to a question if these higher institutions provide quality education to their clientele (Isani 

& Virk, 2005). 

Education is the foundation in building human capital. It is the means by which an 

individual is assisted in the development of their potential skills required by the nation’s 

manpower and become an active citizen performing functions of society, promoting national 

identity, cultural consciousness, moral integrity and spiritual vigor. A well-established 

educational system can yield economic development, personal and social growth, and 

minimizes inequality. Obtaining proper and high quality education makes an individual 

capable in facing the challenges of technological advancement and global commercial 

integration (Ampiah, 2008).   
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Program quality determines how much and how well students learn and the extent to 

which their education translates into a range of personal, social, and developmental benefits. 

An institution that provides quality in its program provides a ray of hope of employment after 

they graduate; likewise it is also a determinant of whether quality education for all is 

achieved (Calder, 2014).  

In Pakistan, Abbasi (2011) said that there are a number of problems being 

experienced by some universities in providing quality education such as problems on the 

quality of staff, students, library, laboratory, research facilities, financial crisis, arts students 

are higher in number compared to science students, weaknesses of examination, ineffective 

governance, and academic results. These dilemmas are caused by insufficient financial input, 

low levels of efficiency for implementation of programs, and poor quality of management, 

monitoring, supervision and teaching. In effect, Pakistan has one of the lowest literacy rates 

in the world, and the lowest among countries of comparative resources and social and 

economic situations. 

On the other hand, Weiler (2007) evaluated the provision quality of higher education 

in India and found out that it is suffering from several systemic deficiencies. Consequently, 

unemployable graduates are continually produced reason why shortage of skilled manpower 

in number of sectors and industries is increasing. Yet the academic quality and standards are 

low and declining.   

In the Philippines,  Padua (2003) said that there are cheap and sub- standard schools 

in the country who provide college diploma to the graduates because there are parents who 

send their son/daughter to these substandard schools because of the fact that they values the 

college diploma so dearly, regardless of where this diploma is obtained. In essence, quality in 

the delivery of the educational services plays a very important role in satisfying the needs of 

the students. It will give their parents and benefactors an assurance that every centavo spent 

for their son or daughter’s education is not in vain because they will surely be employed after 

graduation. Likewise quality in the delivery of educational services is of the primordial 

concern especially now that ASEAN Integration has commenced.   

The present study asses the program quality deliverance and determine the student’s 

level of satisfaction and the factor that best predict their satisfaction. The current paper 

intends to fill this gap. Likewise, the main objective of the study is to assess the program 

quality and student’s satisfaction of the criminology students of Jose Rizal Memorial State 
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University and the result of the study shall be the basis in formulating a five year 

development plan. 

 

Theoretical/Conceptual Framework of the Study 

This study is based on the Expectancy-Disconfirmation Paradigm (EDP) Theory 

proposed and developed by Oliver (1977;1980). It is considered by many as promising 

theoretical framework for the assessment of customer satisfaction. In this study, students are 

considered customers or consumers who buy or purchase goods or products that are in the 

form of educational services in the university while the higher institution is considered the 

service providers. The theory states that students pay their tuition fees and other school 

charges upon enrollment with the over-all expectation of the quality training they could get 

from the higher institution after years of studying. Their expectation level becomes now their 

standard on the kind of services the higher institution could provide which commensurate to 

the tuition fees and other payment they made. If the students expectation matches to the 

actual services they acquire, then confirmation occurs, but if the students expectation was not 

met, then disconfirmation happen.  

A student’s is either satisfied or dissatisfied as a result of positive or negative 

difference between expectation and perceptions. When academic services provided by the 

institution is better than what the student’s had initially expected, then there is a positive 

disconfirmation between expectations and performance which results in satisfaction. 

Meanwhile, when service performance is as expected, there is a confirmation between 

expectations and perceptions which results in satisfaction. In contrast, when academic and 

other school services are not as good as what the students are expected, there is a negative 

disconfirmation between their expectations and perceptions which cause student’s 

dissatisfaction. 

Accordingly, the study utilizes the SERVQUAL model based on Oliver’s expectancy-

disconfirmation paradigm or EDP (Oliver, 1980) to assess student’s satisfaction on the 

quality of the program given. Hence, this theory focuses on customer satisfaction. The 

students are considered customer in the same manner that they purchase goods through the 

education and knowledge that they could get from the higher institution of learning. 

Likewise, the conceptual framework shows the variables of the study. The 

independent variable is about the program quality based on the program quality indicators 

provided by the Accrediting Agency of Chartered Colleges and Universities of the 
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Philippines (AACCUP) under CHED Memorandum Order No. 1, Series of 2005, that 

acknowledges and authorized Accrediting Agency of Chartered Colleges and Universities of 

the Philippines (AACCUP) to evaluate the program quality of all the state universities and 

colleges (SUCs) in the country. AACCUP provides 10 areas as program quality indicators. 

These areas are the following: vision, mission, goals and objectives, faculty, curriculum and 

instruction, support to students, research, extension and community involvement, library, 

physical plant, and facilities, laboratories, and administration. 

 

Research Design and Method 

 This study used the non-experimental quantitative research design and correlational 

technique. In non-experimental research, the researchers collect data without making changes 

or introducing treatments (Gehle, 2013). In this study, the variables were not manipulated and 

the setting was not controlled. Correlational technique endeavors to find relationships 

between two covariates, or independent behaviors, situations or events. Correlation analysis 

uses to define the strength and direction of the linear relationship amongst two variables 

(Pallant, 2010). This research design was utilized in this study since the study aimed to 

determine the significant relationship between the program quality and students satisfaction 

and which program quality best predicts student’s satisfaction as basis for a five-year 

development plan. 

 

Results and Discussion 

Level of the Program Quality of JRMSU Criminology Department 

 Shown in Table 1 is the level of Program Quality of JRMSU Criminology 

Department. The standard deviation is less than 1.00 which indicates consistency of 

responses. The overall mean score is 3.62 labelled as high. Distinctively, the level of program 

quality of the criminology department on the following indicators were as follows: faculty 

has mean of 4.13 labelled as high, vision, mission, goals and objectives has a mean of 4.08 

with the descriptive level of high, library has a mean of 4.04 considered as high, curriculum 

and instruction has mean of 4.02 considered as high; support to students has a mean of 4.01 

labelled as high, administration has a mean of 3.95 characterized as high; extension and 

community involvement has a mean of 3.92 considered as high, physical plant and facilities 

has a mean of 3.92 considered as high; research has a mean of 3.91 considered as high; and 
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laboratories has a mean of 3.88 laballed as high. The high level of all the indicators indicated 

that the program quality is oftentimes manifested by the university. 

The level of respondents responses on the program quality is high. All ten indicators 

of program quality have high level of responses. The high level result of the program quality 

indicates that the criminology students of JRMSU agreed that the JRMSU provides quality 

services to the students particularly to the criminology students of the main campus. 

The high level of respondents response on the program quality in terms of vision, 

mission, goals and objectives was affirmed by the study conducted by Wattananimitkul 

(2008) when he analyzed the vision and mission statements of two private universities in 

Thailand. The two private universities vision and mission statements clearly articulate their 

fundamental functions of educating the citizens. Researching for knowledge development, 

serving the society, pronouncing its commitment to the provision of knowledge and skills, 

cultivating ethics and social concerns for the stakeholders are also found in their VMGOs. 

The high level program quality in terms of faculty as evaluated by the students was 

supported by the provisions of RA No. 7836 which states that teachers are duly licensed 

professionals who possess dignity and reputation with high moral values, professional 

competence and practice a set of ethical and moral principles, standards and values. This 

finding was further affirmed by the study of Deshields et al (2005) who found out that the 

key factors which determined the quality of the program were faculty performance and 

classes.  

The high level program quality in terms of curriculum and instruction as evaluated by 

the students was parallel to the study of Hill, Alves and Raposo (2003) who found that the 

important factors for students related to teaching quality is the quality of the instructor such 

as lecture delivery, comment to students during the meeting and on projects, and the 

connection with students in the classroom. 

The high level program quality in terms of support to students as evaluated by the 

students was congruent with the study of Abell (2008), who pointed out that in Otago 

University the administration is very supportive of any students activities, their support to 

students programs empower students to develop their full potential in achieving their 

educational objectives. He further affirmed that the university was able to achieve its 

academic goals by focusing on student’s welfare growth and development through the 

deliverance of quality, professional, accessible and innovative services. 
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 The high level program quality in terms of research as evaluated by the students. The 

result was affirmed by Naugle (2010) which said that National University of Singapore which 

is a top global university for its research. Its achievement is the result of the provision of most 

sophisticated research facilities and research centers allowing the students and research 

groups to excel in research. 

The high level program quality in terms of extension and community involvement as 

evaluated by the students was supported by Rubio et al (2016) who studied student’s 

involvement in the implementation of community extension services in Lyceum of the 

Philippines-Batangas. The study concluded that students who participated in community 

extension activities could expect benefits that will help them grow to be more productive and 

efficient students and members of the community. Thus extension programs may continue to 

move on and reach for the sustainable development of the students and community. 

The high level program quality in terms of library as evaluated by the students 

affirmed the study of Weiner (2005) who stated that traditional measures of academic library 

quality included such factors as number of volumes owned, number of journal subscribed and 

number of staff. Budget is no longer needed. Though, these measures were adequate when 

the primary function of libraries is to acquire books and journals but new measures of library 

quality and accountability are needed to better reflect the quality and impact of the academic 

research library in its institutional setting. 

The high level program quality in terms of physical plants and facilities as evaluated 

by the students was affirmed by Asiabaka (2008) who posited that physical plants and 

facilities play an integral part of the overall management of the school. This will improve the 

quality of teaching and learning  

The high level program quality in terms of laboratories as evaluated by the students 

was affirmed by Corter and Nickerson (2007) who cited that an ideal laboratory should be 

well ventilated because chemicals need proper ventilation. It should be conducive for 

learning, instruments should be in good working condition and the number of equipment 

should be proportionate to the number of users in order to facilitate the quality deliverance of 

knowledge through actual and practical utilization of the of laboratory equipment, making the 

students more advance in skills and practical knowledge.    

The high level program quality in terms of administration as evaluated by the students 

was affirmed by Villa and Thousand (2003) who found out that top university in Asia 
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provided the students the opportunities to participate in the planning and implementation of 

activities specially those concerning their welfare. 

 
Table 1 

Level of the Program Quality of JRMSU Criminology Department 

Indicator SD Mean 
Descriptive 

Level 

Faculty 0.455 4.13 High 

Vision, Mission, Goals and Objectives 0.547 4.08 High 

Library 0.529 4.04 High 

Curriculum and Instruction 0.489 4.02 High 

Support to Students 0.477 4.01 High 

Administration 0.657 3.95 High 

Extension and Community Involvement 0.577 3.92 High 

Physical Plant and Facilities 0.608 3.92 High 

Research 0.656 3.91 High 

Laboratories 0.659 3.88 High 

Overall 0.395 3.62 High 

 

Level of Student Satisfaction  

Shown in Table 2 is the level of students satisfaction of the criminology students. The 

overall mean score is 3.73 laballed as high. The following indicators were as follows:  

orientation, advisement and registration has a mean of 3.89 interpreted as high, college 

experience has a mean of 3.88 indicated as high, faculty and instruction has a mean of 3.83, 

labelled as high; and academic support services with the mean of  3.34 indicated as moderate. 

The high result on the responds of the students means student’s satisfaction is oftentimes 

manifested.  

The table shows orientation, advisement and registration is the highest mean with 

3.89 among all the indicators of student’s satisfaction. It means that they are satisfied on the 

academic advisement the new students received during the students orientation which 

includes the availability and knowledge of their advisor and also the scheduling of their 
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course. College experience is the second highest mean with 3.88. it means that they are 

satisfied on the way they are treated by the faculty and staff of the institution. Faculty and 

instruction is the third highest with mean rating of 3.83 They are satisfied on the knowledge 

of their faculty in handling their subjects, being courteous of the faculty, the willingness of 

the instructors to give academic help outside the class, quality of instruction they received 

from the faculty, how the course helps them develop their communication skills and their 

critical thinking, how the institution prepares them to get a good job and future academic 

studies, and their overall experience in the institution.  

The high level students satisfaction in terms of orientation, advisement, and 

registration as evaluated by the students was in consonance by Reid (2008) who identified 

factor that such as smooth flow of enrollment process, high academic advisement and clarity 

of purpose during orientation, that satisfy freshmen students at the moment they set foot in 

the institution. 

The high level students satisfaction in terms of academic support services as evaluated 

by the students was affirmed by Gordon (2005) and Olson (2008) who considered the 

activities of the students affairs like skill building activities and career guidance programs of 

the guidance office as high impact factors towards students satisfaction. They added that the 

conduct of seminars and symposium develops positive attitude of the students.   

The high level students satisfaction in terms of faculty and instruction as evaluated by 

the students was congruent to the study of Clifford and Keaveney (2007) which states that 

faculty and instruction are one of the key components in letting the students to be satisfied. 

If the students are satisfied on the attitude and dealing of the instructors towards the 

students, their teaching strategies in honing students to develop their critical thinking skills 

and the overall knowledge they get from their instructors, there is greater possibility that 

students will stay and continue to pursue their college education in the same higher 

institution. 

The high level students satisfaction in terms of college experience as evaluated by the 

students was congruent by the study of Hurtig and Estell (2009), who affirmed that students 

who are respected, treated properly, honed and given proper discipline by the school 

authorities during their stay in the university will become responsible, productive and law 

abiding people in their respective community. This positive college experience by the 

students will make them satisfy on the course they are taking and to the institution they 

choose. 
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Table 2 

Level of Students Satisfaction 

Indicator SD Mean 
Descriptive 

Level 

Orientation, Advisement & Registration 0.611 3.89 High 

College Experience 0.674 3.88 High 

Faculty and Instruction 0.620 3.83 High 

Academic Support Services 0.584 3.34 Moderate 

Overall 0.549 3.73 High 

 

Correlation between Measures 

Indicated in Table 3 are the results of the test of relationship between the variables 

involved in the study. The overall r value of 0.764 with a p-value of .000 which is less than α 

.005 signifies the rejection of the null hypothesis. It means that there is a significant 

relationship between levels of the program quality of JRMSU Criminology department and 

students satisfaction. This implies that the students satisfaction is correlated with the program 

quality in the university. Furthermore, it is observed that all program quality indicators show 

a significant relationship to the orientation, advisement and registration, academic support 

services, faculty and instruction and college experience. 

All the ten indicators of program quality are significant to the the orientation, 

advisement and registration, academic support services, faculty and instruction and college 

experience. Among the ten indicators of program quality, the top five indicators which have a 

significant relationship to students satisfaction is physical plant and facilities with an r-value 

of .738, then administration with .713 r-value, followed by laboratories with .690 r-value, 

vision, mission, goals and objective with .547 r-value and lastly, faculty with an r-value of 

.535. It shows that if the program quality provided by the institution to its students is high, the 

level of students satisfaction is also high. 
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Table 3 

Correlation between Measures  

Program Quality of 

JRMSU Criminology 

Department 

Students Satisfaction 

Orientation, 

Advisement & 

Registration 

Academic 

Support 

Services 

Faculty and 

Instruction 

College 

Experience 
Overall 

Vision, Mission, Goals 

and Objectives 

.509* 

(.000) 

.470*

(.000) 

.460*

(.000) 

.489* 

(.000) 

.547*

(.000) 

Faculty 
.443* 

(.000) 

.483*

(.000) 

.540*

(.000) 

.424* 

(.000) 

.535*

(.000) 

Curriculum and 

Instruction 

.457* 

(.000) 

.453*

(.000) 

.432*

(.000) 

.447* 

(.000) 

.507*

(.000) 

Support to Students 
.407* 

(.000) 

.444* 

(.000) 

.542* 

(.000) 

.473* 

(.000) 

.530* 

(.000) 

Research 
.480* 

(.000) 

.413*

(.000) 

.485*

(.000) 

.482* 

(.000) 

.529*

(.000) 

Extension and Community 

Involvement 

.421* 

(.000) 

.439*

(.000) 

.455*

(.000) 

.403* 

(.000) 

.487*

(.000) 

Library 
.450* 

(.000) 

.415*

(.000) 

.480*

(.000) 

.476* 

(.000) 

.517*

(.000) 

Physical Plant and 

Facilities 

.669* 

(.000) 

.663*

(.000) 

.636*

(.000) 

.639* 

(.000) 

.738*

(.000) 

Laboratories 
.654* 

(.000) 

.602*

(.000) 

.598*

(.000) 

.582* 

(.000) 

.690*

(.000) 

Administration 
.700* 

(.000) 

.560*

(.000) 

.649*

(.000) 

.605* 

(.000) 

.713*

(.000) 

Overall 
.689* 

(.000) 

.650*

(.000) 

.693*

(.000) 

.662* 

(.000) 

.764*

(.000) 

*Significant at 0.05 significance level. 
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Influence of the Program Quality of JRMSU Criminology Department and Students 

Satisfaction 

One of the important purposes of this study is determining which indicators of 

program quality of JRMSU Criminology department best predicts student’s satisfaction to the 

criminology students. 

Shown in Table 4 is multiple regression analysis of the Influence of the program 

quality of JRMSU criminology department and students satisfaction of the criminology 

students. The regression model with ten predictors namely; vision, mission, goals and 

objectives, faculty, curriculum and Instruction, support to students, research, extension and 

community involvement, library, physical plant and facilities, laboratories and 

administration produced an R2= .680 and F= 31.029 which denotes that the influence of 

program quality of JRMSU Criminology department to student’s satisfaction is about 68 

percent. It means that only 32 percent of the student’s satisfaction is influenced by other 

factors not covered in the study. Sixty eight percent influenced is highly significant at all 

predictors because the p value is lesser than the .05 level of significance. It can be stated that 

program quality does influence students satisfaction of JRMSU Criminology students. It can 

be explained that the higher the institution is providing quality services to the students, the 

more the students will be satisfied. 

On the contrary, exploring individually, the p value of each predictor, curriculum and 

instruction, has the p value of .869; support to students has a p value of .916; research has p 

value of .803; extension and community involvement has a p value of .367; library has a p 

value of .223; and laboratory has p value of .166. All these indicators has a p value greater 

than α .0.05, which implies that those mentioned indicators did not influence the students 

satisfaction in their singular capacities. It shows that the above-mentioned seven indicators of 

program quality of Jose Rizal Memrorial State University criminology department does not 

create an impact on students satisfaction but with the combination and support of all variables 

they form part of the significant combined influence on student satisfaction. Meanwhile, 

faculty has a p value of .004; physical plant and facilities has a p value of .000; and 

administration has a p value of .000 which are lesser than  α .0.05. This means that faculty, 

physical plant and facilities and administration are predictors of student’s satisfaction in their 

singular capacities. They can influence student satisfaction without the support of the other 

variable. Among the ten indicators of program quality, only physical plant and facilities got 
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the highest coefficient of .356 with p < 0.01, indicating that this domain best influences 

students satisfaction. 

Table 4 

Multiple Regression Analysis of the Influence of the Program Quality of JRMSU Criminology 

Department and Students Satisfaction 

Students Satisfaction 

Program Quality of JRMSU 
Criminology Department  

(Indicators) 

Β

(Standardized 

Coefficients) 

B

(Unstandardized 

Coefficients) 

T  Sig. 

Vision, Mission, Goals and 
Objectives 

.047  .047  .676  .500 

Faculty .190  .229  2.927  .004 

Curriculum and Instruction ‐.012  ‐.013  ‐.166  .869 

Support to Students .007  .008  .105  .916 

Research ‐.018  ‐.015  ‐.250  .803 

Extension and Community 
Involvement 

‐.066  ‐.062  ‐.905  .367 

Library .084  .087  1.224  .223 

Physical Plant and Facilities .356  .322  4.325  .000 

Laboratories .129  .108  1.625  .106 

Administration .282  .235  4.001  .000 

R .825a     

R2 .680     

F 31.029     

P .000a     
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Conclusions 
 

The program quality indicators indicate consistency of responses. The overall mean 

score labelled as high which means that all the program quality indicators are rated high by 

the respondents. Therefore, it is concluded that the respondents affirm that the institution 

provides quality services to the students. 

Student’s satisfaction indicator shows a high result of student’s responses. The overall 

mean is laballed as high. This mean that student’s are satisfied of the services provided by the 

institution. 

There is a significant relationship between levels of the program quality of JRMSU 

Criminology department and students satisfaction. Student’s satisfaction is correlated with 

the program quality in the university. All program quality indicators show a significant 

relationship to the orientation, advisement and registration, academic support services, 

faculty and instruction and college experience.  

Faculty, physical plant and facilities and administration are predictors of student’s 

satisfaction. Among the ten indicators of program quality, only these three indicators yielded 

a lesser value. This implies that the program quality on the area of faculty, physical plant and 

facilities, and administration are programs that influenced student’s satisfaction. 

The respondents affirm that the institution provides quality services to the students. 

Likewise, the students responded that they are satisfied with the program services provided 

by the institution. Program quality indicators are correlated with the students satisfaction and 

the best predictor of students satisfaction are faculty, physical plant and facilities, and 

administration. The findings of the study confirm the Expectancy-Disconfirmation Paradigm 

(EDP) theory which states that students are considered customers or consumers who buy or 

purchase goods or products that are in the form of educational services in the university while 

the higher institution is considered the service providers. Furthermore, the findings provide 

evidence that the consideration of the program quality is relevant to the satisfaction of the 

students.  

 

Recommendations 

1. The administration and staff of the university may look into its operation to check it 

is activities are gearing towards the realization of the vision, mission, goals and objectives of 

the institution. Faculty load maybe fairly distributed including other curricular assignments 

for them to have enough time to cater the academic needs of their students. Curriculum and 
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instruction may be look into the demand of the market. Support to students may consider 

giving activities that is intended to mold the students to become responsible and dependable. 

Research agenda may focus on the pressing social issues and concerns and may give the 

faculty proper compensation as a way of encouraging them to do research. The university 

may focus their community extension on programs that alleviates poverty.  

2. The university may look into the services of the library to check whether the 

number of books meet the number of users. Likewise, guidance office may look into 

conducting activities that help students to manage properly their academic and non academic 

undertakings in order to address any stress related accidents.  

3. Administration may look into creating programs to strengthen the competent and 

loyalty of faculty. This may be done by sending them to trainings and seminars or faculty 

exchange abroad. Likewise, if budget warrant physical plants and facilities may be improved 

to see to it that it will be a placed that is safe and conducive for learning.  
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