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ABSTRACT

The study aimed to determine the students’ level of satisfaction on the services of the Graduate School of Ilocos Sur
Polytechnic State College along professional services, school facilities, and learning environment. It further
determined the profile of the respondents in terms of age, sex, civil status, position, employment status, number of
years in teaching and type of school employed in. The profile was correlated to their level of satisfaction. The
weaknesses of the services were identified as basis in the development of an Improvement Plan. The study is a
descriptive research employing correlational and developmental methods. A sample size of 120 graduate students
were selected randomly with a questionnaire as an instrument in obtaining data that were treated using frequency
count and percentage, simple bi-variate correlation, and Cronbach Alpha. Results show that the profile of the
respondents are of varying background. The three services considered in the study obtained a high satisfaction level.
Years of teaching is a determinant of satisfaction on professional services while position shows significant effect on
their satisfaction of school facilities and learning environment. The accessibility of books and computers in the library
and dormitories were identified as areas that require improvement.
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Adding to this, Vidalakis et al.,[3] emphasizes that the
achievement of that goal cannot be possible without the
efficiency and effectiveness in the provision of the
services provided by the higher education institution.
Most higher education institutions strive to achieve the

1. INTRODUCTION

Graduate education is at the apex of the educational
system. In the field of education, graduate studies is one

of the more effective means of improving capacities of
education professionals who aim to contribute to the
continued improvement of teaching and learning in the
classrooms, delivery of student services, and
management  of  educational ~ programs[1].This
stipulation defines the role of the Graduate School it
needs to perform towards graduate students. Its role,
therefore, is important as it nurtures individuals to grow
academically and professionally. The role of Higher
Education Institutions(HEIs) where students chose to
pursue their studies is deemed important in offering the
best services for its clientele. Classified as an Advanced
Higher Education, therefore, it is duty bound to provide
clientele satisfaction on the services offered by its unit.

Affirming the statement above, Mc Gowen [2] states
that the main goal of any higher education institution is
to sustain a learning society that can understand and
deal appropriately with itself and the rest of the world.

efficiency and effectiveness in their educational services
by investing wisely on issues such as facilities, human
resources, education system and student.

Athiyaman [4] recognizes that institutions of higher
education are increasingly realizing that they are part of
the service industry and are putting greater emphasis on
student satisfaction as they face many competitive
pressures. Maintaining and improving students’
satisfaction have been considered important goals of
education and universities [5], with the assumption that

student satisfaction is indicative of institutional
effectiveness [6].

As confirmed by Navarro et al., [7],Higher
Educational  Institutions(HEIs) are increasingly

recognizing that higher education is a service industry.
As service organization, higher educational institutions
are dealing with a same situation which places greater
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emphasis on meeting the expectations and needs of their
customers.

Elliot and Healy [8] indicated that student’s
satisfaction is a short-term attitude that results from the
evaluation of their experience with the education service
received. It should be highlighted that most of the
studies on this issue were carried out within the context
of analyzing student’s satisfaction for the main services
or the core business offered by universities. On the other
hand,Gbadosami & De Jager [9] maintain that
measuring and assuring the quality of services provided
by such important stakeholders as students, staff, and
employers is of key importance for universities.
Students’ satisfaction with their educational experience,
like customer satisfaction, is the result of a complex set
of factors. Understanding what those factors are and
how they combine to influence satisfaction is critical to
educators who believe that student satisfaction in
addition to learning is a desired outcome of their efforts

[10].

According to Oliver[11] satisfaction involves an
evaluative, affective, or emotional response. In his book,
he defined satisfaction/dissatisfaction as  “the
consumer’s fulfillment response, the degree to which the
level of fulfillment is pleasant or unpleasant” [12].
Therefore, satisfaction is the customer’s overall
judgment of the service provider [13]. Crompton and
MacKay [14] stated that, “Satisfaction is a
psychological outcome emerging from an experience,
whereas service quality is concerned with the attributes
of the service itself”.

Browne[15] used three dependent measures to gauge
students’ satisfaction on the quality of college
services.As a result, it indicated that perceived quality of
the educational offering and service quality are
described with different degree of satisfaction.
Grossman [16], determined students’ satisfaction by
evaluating of the quality of coursework, curriculum
activities and other factors related to the university and
students could be treated like a customer or a client
within the college and in that case, the college serves the
students on a better priority to fulfill their expectations
and needs. Mostly, when the service quality provided
meets students expectations, they are likely to be
satisfied in their educational institutions, or they will be
very satisfied when the service is beyond their
expectations, or will be completely satisfied when they
receive more than they have expected.

The rise in the internationalization and globalization
of higher education in particular, the rapid development
of cross border higher education, has underlined an
urgent need to establish robust frameworks for quality
assurance and the recognition of qualifications [17]. Its
actions in this area focus on providing information and
capacity to empower higher education stakeholders to
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make better informed decisions in the new world of
higher education. This initiative aims to provide
information to protect students from inadequate learning
resources and low-quality provisions.

Organizations, irrespective of their industry, focus
on the quality of services provided because of its
integral role in developing competitive advantage and in
attracting new and retaining existing outcomes
[18].Similarly, within the higher education context,
provision of quality services is one of the most
important priorities of educational institutes around the
world [19].

Education sector is expanding very rapidly 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 manifold due to better teaching
methodologies and learning instruments with rising
inflation worldwide. The brisk increase number of
institutions in higher education has led to an intense
competition. Number of new institutions has been
established and enrolment is also on the
rise[20].Students can get information easily and
instantly due to the advancement in technology and
globalization. In this competitive environment only
those institutions which are providing quality education
and constructive environment to their students can
excel. These factors can influence their choice of
admission. Such factors can satisfy students to their
institutions and can affect their decision to enrol in their
programs.

ISPSC Graduate School, like any other advanced
higher education providers, performs its mandate to
offer quality education. The existing program offerings
are accredited by AACUP. The different areas indicated
in the instrument prescribed by the accrediting body are
continuously  improved to comply with their
recommendations.

Apart from this mechanism devised to evaluate the
College’s programs, this research will try to look into
the perception of the clientele how Graduate School
services are rendered to them through their assessment.

It is from this premise that this study was conducted.
This study brings to an understanding on how student
will have more opportunity to support their continued
enrolment into advanced higher educational institutions
and on how well the educational programs and services
met students' expectations.

1.1.Literature Review

Determining and assessing student satisfaction based
on their perception of the quality of a university’s
services may not be an easy task, but it can be very
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helpful for the universities to build a strong relationship
with their existing and potential students[21].

The framework developed by Jurkowitsch, et al.
[22] aims to assess students’ satisfaction. In this
framework, service performance, university
performance, relationships with student, university
standing work as antecedents of satisfaction and
promotion works the successor. Later, Deshields et
al.,[23] used a satisfaction model and Herzberg’s two
factor theory to examine the determinants of student
satisfaction with education. Their study disclosed that
faculty performance and classes were the key factors
which determined the quality of college experience of
students. In the same vein, Alves and Raposo[24]
developed a conceptual model to assess students’
satisfaction in 2010. According to the model student’s
satisfaction in higher education is determined by
institute’s image, student expectations, perceived
technical quality, functional quality and perceived value.
These influences can be identified directly or indirectly
through other variables.

1.1.1. Professional Services

Wilkins & Balakrishnan [25]identified quality of
lecturers, quality of physical facilities and effective use
of technology as key determinant factors of student
satisfaction. Factors associated with teaching and
learning were the most important factors that could have
influenced student’s level of satisfaction. Therefore,
higher educational institutions should provide quality
teaching and learning services (Sapri et al.[26].Lectures,
attainment of knowledge, class notes and materials and
classroom delivery were the most important aspects of
the core services provided by higher educational
institutions[27] and [28].

The study of Kanan & Baker [29] examined the
influence of international schools on adolescent local
students considering the following dimensions;
individual and collective identity, career aspiration, and
type and location of the university they aspire to enrol
in. The results indicated that students enrolled in
international, magnet and public schools in Qatar have
different perceptions and choices of career. The study of
Navarro [7] raised two objectives. It looked into the
determinants of satisfaction on the degree programs and
the relationship between the satisfaction experienced by
the students enrolled in the programs and their loyalty to
the institution that offers the courses. Results indicated
the importance of the teaching staff, the teaching
methods and course administration in achieving
satisfaction and loyalty. Palacio, et al., [30] investigated
the impact of university image on students’ satisfaction.
The study found that university image of Spanish
University System make a significant impact on
students’ satisfaction. Malik, et al. [31] studied the
impact of teachers’ satisfaction with job dimensions on
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perceived organizational commitment in public sector
universities of Pakistan. It also attempted to look into
the commitment of the teachers towards their university
and their satisfaction to their job. Result showed that
satisfaction with work-itself, quality of supervision and
pay satisfaction played significant positive influence on
university teachers. Teachers manifested high degree of
organizational commitment and satisfaction with work-
itself, supervision, salary, coworkers and opportunities
for promotion. Pathmini, et al [32] examined the level of
service quality and its impct on students’ satisfaction in
the Faculty Management Studies(FHM). Results
indicated that only three factors are significant
predictors to students’ satisfaction and they are;
empathy, content and reliability of the service process.
With this result, the study recommended that these
factors should be given consideration.

The exploration of Yu and Dean [33] on the role of
emotion, cognitive components and  affective
components on satisfaction were considered. As a result,
affective components are predictors of customer loyalty.
Wiers-Jenssen et al. [34]on the other hand, examined
student satisfaction in the context of students’ learning
experience. It revealed that quality of teaching in terms
of academic and pedagogy appeared to be a crucial
determinant of student satisfaction. The study also
demonstrated that the social climate, aesthetic aspects of
physical infrastructure and the quality of services from
the administrative staff, composition, content and
relevance of curriculum, quality of, and access to leisure
activities should be given a degree of consideration in
improving students’ satisfaction and in the provision of
learning opportunities.

The investment theory of students’ satisfaction of
Hatcher, Prus, Kryter and Fitzgerald[35] illustrated the
behavior of students’ satisfaction with academic
performance from investment point of view. According
to the theory, student perceives their time, energy and
effort as investment and seek a return from that.
Accordingly, students will satisfy if they are rewarded
in relation to the investment they made[36].

The investigation of Farahmandian, et al.[37]on the
levels of satisfaction and its relationship to quality of
service offered by the International Business School,
University Teknologi Malaysia indicated that most of
the students were satisfied. Further, the study advances
that academic advising, curriculum, teaching quality,
financial assistance, tuition fee and university facilities
have significant impact on students’ satisfaction. In the
same vein, Khan [38] discussed the impact of service
quality on levels of students’ satisfaction at Heailey
College of Commerce, Pakistan. Findings show that
Reliability, Assurance, Responsiveness and Empathy
are the dimensions that show effect on satisfaction while
Tangible showed insignificant effect. was having an
insignificant relation with student satisfaction.
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1.1.2. School Facilities

The study of McGowen [2] explored the possible
relationship between school facility conditions and
school outcomes such as student academic achievement,
attendance, discipline, completion rate and teacher
turnover rate.School facility condition for the
participating schools was determined by the Total
Learning Environment Assessment (TLEA).His study
disclosed that achievement, attendance and completion
rate measures were not found to be significant in
relation to school facility conditions as measured by the
TLEA ; discipline, or behavior, was found to be
significantly related to the TLEA. and, teacher turnover
rate was found to be related to the TLEA.

Gruber et al.,[39] emphasized that apart from
investing on the academic facilities to upgrade the
quality of the academic services provided, the
universities also invest on those facilities in order to
meet the academic needs of the students and make their
experience in the university worthwhile. Academic
facilities are one of the important elements that must be
present to ensure that the students, who are legal clients
of these higher education institutions, are satisfied and
have better academic services for better experience.
Thus, the relationship between academic facilities
and student satisfaction cannot be easily separated or
overlooked. = Contrary to this, Douglas et
al.,[40]measured students’ satisfaction at Faculty of
Business and Law, Liverpool John Moores University
Malaysia. The study found that physical facilities of
university are not significantly important with regards to
students’ satisfaction but it works as key determinant of
students’ choice in selecting universities

The way academic facilities have been organized
and established provide the place where the whole
academic process is being provided. The better the
academic facilities lead to better education process and
its overall quality [41]

A growing body of research has found that school
facilities can have a profound impact on both teacher
and student outcomes. With respect to teachers, school
facilities affect teacher recruitment, retention,
commitment, and effort. With respect to students, school
facilities affect health, behavior, engagement, learning,
and growth in achievement. Thus, researchers generally
conclude that without adequate facilities and resources,
it is extremely difficult to serve large numbers of
students with complex needs[42].The correlation
between building age and student achievement has been
found to be significant in Texas studies. O’Neill and
Oates [43] report that building age had the highest
correlation with student achievement of all building
factors investigated in a 1999 study of middle schools in
Central Texas.
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Facility appraisal should be one of the many roles
assumed by educational leaders. Maiden & Foreman
[44] claim that school administrators should be “armed
with a general understanding of the relationship between
various physical features of a facility and the learning
climate”. It stands to reason that facility evaluation
would warrant equitable scrutiny and effort to that of
ventures into pedagogy and curriculum.

A comparative study looking into the satisfaction of
UK and US students in higher and its influential factors
were examined by Mai[45].Her study disclosed that the
over-all impression of the school, overall impression of
the quality of the education, teachers expertise and their
interest in the subject, the quality and accessibility of IT
facilities and the prospects of the degree furthering
students careers were the most influential predictors of
the students satisfaction.

The most comprehensive definition of satisfaction
has been offered by Kotler and Keller[46] who define
satisfaction as person’s feeling of pleasure or
disappointment  which resulted from comparing
a product’s perceived performance or outcome against
his/ her expectations while Rai [47] perception is
defined as consumer’s belief, concerning the service
received or experienced.

1.1.3. Learning Environment

Learning environment can be tangible and intangible
services that may create impact to students’ acquisition
of learning. In consonance to this statement, the study of
Yusoff et al,[48] included 12 factors that significantly
influence students’ satisfaction in Malaysian higher

education institution. These variables include
professional ~ comfortable  environment,  student
assessment and learning experiences, classroom

environment, lecture and tutorial facilitating goods,
textbooks and tuition fees, student support facilities,
business procedures, relationship with the teaching staff,
knowledgeable and responsive faculty, staff helpfulness,
feedback, and class sizes make significant impact on
students’ satisfaction. The study revealed that year of
study, program of study and semester grade show
significant effect on student support facilities and class
sizes. Accordingly, understanding these factors could
help educational institutions to better plan their
strategies.

The study of Lei [49] indicates that physical learning
environment affects how students experience teaching.
When no attention has been paid to the quality of the
physical learning environment, students are more
dissatisfied with the quality of teaching. More focus
should be put on the development of learning
environments to make them better support learning.

According to Cheng and Tam [50], “Education
quality is a rather vague and controversial concept”
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while Alves and Raposo [24], found that positive
perceptions of service quality have a significant
influence on students’ satisfaction and thus satisfied
students would attract more students through word-of-
mouth communication. This statement means that once
students are satisfied with the service quality, these
students will attract more students through word-of-
mouth communication and at the same time this will be
a marketing channel for the university or higher
educational institutions in promoting the university.

HEIs need to provide learning environments that
maintain high standards, while they also need to
facilitate the learning of an increasingly diverse group of
learners[51].Thus, the learning environment is multi-
dimensional, with a range of inherent factors potentially
influencing students’ learning and their satisfaction with

the learning experience.

Thygesen [52] examined the intrinsic relationships
between five learning environment scales embedded
within one measure; and examined the associations
between each of these scales and an overall measure of

education program satisfaction. Findings show that

higher education program satisfaction was significantly
associated with higher scores on ‘“clear goals and
standards,” “emphasis on independence” and “good
teaching.

Accordingly,student's different types of experiences
and characteristics affect satisfaction level. Academic
experiences and faculty preparedness affect directly
campus services do not affect significantly [53].
Students' experience of acceptance influences multiple
dimensions of their behavior but that schools adopt
organizational practices that neglect and may actually
undermine students' experience of membership in a
supportive community[54]. It is often hard to identify
actions or behaviors as correct or faulty, making it hard
to provide an adaptive support to students who do not
learn well with these environments [55].

1.2.0bjectives

The study aimed to determine the level of
satisfaction of the Graduate students on the Graduate
School services of the llocos Sur Polytechnic State
College as basis for the formulation of an Improvement
Plan. Specifically, it sought answers to the following
problems: 1.What is the profile of the respondents in
terms of: age; sex; civil status; position; employment
status; number of years in teaching; and type of school
employed in? 2.What is the level of satisfaction of the
respondents along: Professional Services; School
Facilities;and c.Learning Environment? 3. Is there a
significant relationship between the profile and the level
of satisfaction of the students along: a. Professional
Services, b. School Facilities,and c¢. Learning
Environment?. 4. What are the strengths and
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weaknesses of the Graduate School services? 5. What
Improvement plan can be proposed to improve the
services of the Graduate School of ISPSC?

1.3.Time and Place

This study was conducted at Ilocos Sur Polytechnic
State College, Tagudin and Sta.Maria Campuses
covering the academic Year 2019-2020.These two
identified campuses of ISPSC are the only campuses
offering Advanced Higher Education.

2. METHODS

2.1. Research Design

This study made use of descriptive, correlational and
developmental research design. The profile of the
respondents,level of satisfaction, strengths and
weaknesses and validity of the output employed
descriptive.The correlational design dealt on the
relationship of the variables under profile and the level
of their satisfaction.This research also employed
developmental as this study produced an Improvement
Plan as an output.

2.2. Population and Locale

The respondents of this study were the 120 graduate
students from the two campuses of llocos Sur
Polytechnic State College,Tagudin and Sta.Maria
Campuses respectively. Using GPOWER and applying
the following input parameters, effect size
0.3(moderate);alpha error probability 0.05;power 0.95
arriving to a sample size of 120 thus distributed as 60
samples from Sta.Maria and 60 samples from Tagudin.
Samples were identified randomly.

2.3. Research Instrument

To gather the necessary data to answer the queries
raised in this study, a modified questionnaire was
utilized. The first dimension was lifted from the QCE
instrument used to evaluate faculty members teaching
performance in all SUCs in the Philippines for their
NBC 461.Said items are believed to be applicable in the
ISPSC setting while the items under the second and
third dimensions were constructed by the researcher.
Because of the modifications done,it was piloted and
obtained a 0.7 reliability.

2.4. Data Gathering Procedure

The researcher obtained the data and information
through the use of a questionnaire which is composed of
two parts. First part of which elicited the profile of the
respondents while the second part obtained the items
pertaining to the services of the Graduate School such as
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Professional Services, School Facilities and Learning
Environment. Prior to the floating of the questionnaire
the instrument were validated and pilot tested to get its
reliability result of 0.7. The researcher personally
floated and retrieved the questionnaire from the
graduate students enrolled for the Academic Year 2019-
2020 in the two campuses,Sta.Maria and Tagudin.

2.5. Statistical Treatment of Data

The following statistical tools were employed in this
research:Frequency Count and Percentage employed
in describing the profile of the respondents,satisfaction
level and strengths and weaknesses. Simple bi-variate
correlation was utilized to determine the significant
relationship between the respondents’ profile and the
students’ level of satisfaction on the Graduate School
Services. Cronbach Alpha was employed to compute
the reliability index of the questionnaire.

2.6. Data Categorization

Level of Satisfaction on Graduate School Services

Scale Range Descriptive Rating 5  4.21-
5.00 Very Highly Satisfied(VHS) 4

3.41-4.20 Highly Satisfied(H

3 2.61-3.40 Moderately Satisfied(MoS)
2 1.81-2.60 Fairly Satisfied(FS)

1 1.00-1.80 Not Satisfied(NS)

Strengths and Weaknesses of Graduate School
Services

Range Descriptive Rating
3.41-5.0 Strengths
1.00-3.40 Weaknesses

All indicators having 3.41 mean value and above
are strengths while indicators having 3.40 mean value
and below are weaknesses. The weaknesses served as
benchmark in the development of the Improvement Plan
for Graduate School Services

3. RESULTS AND DISCUSSION

Figure 1 discloses the age of the respondents. It is
evident that most of the respondents 58 or 48% belong
to the age bracket 21-25 followed by the age bracket 26-
30 with 28 or 23%.1t is also noted in the result that the
least distribution is on age bracket 41-45 with 1 or
1%.This result implies that majority of the students in
the Graduate School are fresh graduates from college.
Their pursuance of Master’s degree at a very early pace
of their life could be consistent with RA 10912,
otherwise known as the “Continuing Professional
Development(CPD) Act of 2016,which declares that it
shall be “the policy of the State to promote and upgrade
the practice of professions in the country. Towards this
end, the State shall institute measures that will
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continuously improve competence of the professionals
in accordance with the international standards of
practice. But more than this, young graduates enrol for
the purpose of keeping pace with the demand of global
competitiveness as emphasized 1 RA No. 7722 known
as Higher Education Act of 1994 and CHED
Memorandum No0.36,5.1998[56].

Age
1% g%
m 41-45
’ m 36-40
22%
B 313
m 26-30
21-25

Fig.1 Distribution of Age of the Respondents

Sex

. 1 Male

u Female

Fig.2 Distribution of Sex of the Respondents

As reflected on figure 2, male respondents are
dominated by female with 88 or 73% compared to male
with only 32 or 27% .The result indicates that there are
more female who are interested to pursue their master’s
degree.

This result backs up the data provided by The
Independent that Higher Education in UK revealed that
young women are 36 present more likely to apply to
university than their male peers[57].The article further
discloses that it’s not just the UK but even countries all
over the world are seeing an increase in female
applications. Panama, Sri Lanka, Argentina, Cuba,
Jamaica and Brunei — to name a few — have some of
the highest female to male ratios in higher education. In
Malaysia, more than 64 percent of university
enrollments are female — a number which has increased
consistently for years.

It can be gleaned on figure 3 that majority of the
respondents are single with 75 or 63% followed by
married with 39 or 32% and only six or 6 or 5% of the
respondents indicates a separated status.
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Civil Status
5%

u Separated

1 Married

= Single

Fig.3 Civil Status

This result implies that since the age bracket of the
respondents is on the age 21-25 most likely this age is
not yet a marrying age as they chose to struggle with
their post graduate study over married life. This result
contradicts the result of the study conducted by
Naungayan [58] which revealed that five out of six or
83.33% of the teacher—respondents are married while
only one or 16.67% is single denoting that most of the
teachers were married and have other important
commitments outside school. It was the same findings
obtained by Escalona [59] whose respondents are
mostly married.

Position
4%
12% 0 8%
’ u Teacher [II
m Teacher II

Teacher I

u No response

76%

Fig.4 Position

Figure 4 shows the position of the respondents in
their respective workplaces. It can be noted that most of
them 91 or 75% are occupying Teacher 1 position and
only 5 or 4% are Teacher 111.This result implies that due
to their newness in the teaching profession as their age
indicates they are not yet promoted or did not yet apply
for promotion as promotion requires higher
qualifications.

This result opposes the result of the study of
Naungayan[58] whose study reveals that most of his
respondents are already Teacher Il . None of the
teacher—respondents is at the bottom teaching position,
Teacher I.
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Employment Status

Fig.5 Employment Status

1%

1 Probationary
# Permanent

No response

Figure 5 reveals that 84 or 70% of the respondents
are occupying permanent positions while 28 or 23% are
still probationary in their workplace and 7% of them did
not respond as to their employment status and it is
assumed to be unemployed when the study was
conducted.

Findings imply that though still young in the
profession they are already holder of permanent
appointment in the Department of Education(DepEd).
This could be attributed to the fact that under k-12
Curriculum, with the addition of senior high school, the
Department of Education(DepEd) hired more teachers to
teach in the Senior High School which was posted in
their sites[60].

Years of Teaching
Boomom 0 1014
- ’/ 1911
68
135
102
No response

Fig.6 Years of Teaching

Figure 6 presents the years of teaching of the
respondents. It is very interesting to note that 70 or 58%
have only two years in the teaching field followed by 32
or 27% whose teaching experiences is ranging from
three to five years. Strikingly,3 or 2 % has 6-8 and 9-12
years of experience in teaching. The result implies that
there are more respondents who are still new in the
teaching profession. This finding coincided by the
findings in the research of Michael [61] and Escalona
[59] where most of their respondents have been in the
profession for less than 10 years.

Figure 7 reveals the type of school the respondents
are currently employed in.The value on the figure
discloses that 80 or 67% are publicly employed while 31
or 26% are privately employed. The result is an
implication that there was a need for teacher’s hiring in
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public school as the turn over became fast. This could
be attributed to some factors like retirements of old
teachers and teachers who availed optional retirement
for personal reasons. The opening of K-12 Curriculum
may also be a great factor as the rate of demands in
hiring is high in public school.

Type of School Employed In

u Public
m Private

No response

Fig.7 Type of School Employed In

Table 1.a. Level of satisfaction of the respondents on

the following Graduate School Services along
Professional Services
1. Demonstrates mastery of the subjact martter (explain
the subject matter without retying zolely on the prescribed 466 A477 418 500 441
textbooks).
2. Dupwes-zpd zhare information on the mate of the R en B _
art af theory 2nd practice in his'her disciplize, 454 567 436 606 445
3. Dutegrates subject to practical clreumstances and 4350 520 443 548 453

leaming mmtents purposes of students.

4. Explzins the relevance of present topics to the

previpas lessens, and relates the sabject matter to relevant 4.60 528 441 G16 4.50
ourrent tzsues and or daily life activities

3. Demonstrates up-to-date kmowledge and'or awarens:s

7 3 37
A current trends and issues of the subject 435 s +38 8 448
. Creates teaching stratesies that allow snedents to practice
. N . . 442 622 431 672 437
concepts they need to imderstand (interactive discussion).
7. Enhances shedent galf ssteer and or gives dus
N 441 91 4.10 768 425

recogmition t students” parformance potentials.

8. Allows sradents to create their own course with

wbjectives and realistically defired stodent-professor rules 4.44 652 425 367 435
and make them acooutable for their performance.

2. Allows stodents to think. ndependenty and to make their

own dacisions and to bold them acoousntable for their 453 537 447 613 4.50
performance.

10 Encourages smdents 1o leam heyood awbat i= required

and help/gide the students how to apply the concapt: 453 537 436 0B 444
leamed.

11. Creates oppartanities for imtensive mdior extensive

contibution of shadents in the class activities (2.2. breaks 444 623 441 J16 443
«lazs mto dyads, triads or buzztesk groups).

12 Aszmmes gpleg. 25 facilitator, reseurce person, coach,

inquizitar, mtegrator, raferes in dawing stodents to

conmibute kmowledze amd understanding of the concepts 2t

hand.

13 Deesizns and implements leaming condition: and

experisnces that promaote ‘healthy exchange of ideas 4.63 522 436 (606 4.49
andige Lanfroamatians,

14. Btmactare: Te-structures leaming and teaching-learming

contet to enhance attairmsent of collective learming 447 79 431 547 439
ohjectives.

15 Use of Instractional Marerials (aodio video materials:

fisldtrips, film showing, compater aided instruction and 454 625 433 §76 443
21c.) to reinforce leaming processe:.

Legend: Very Highly Satisfied (VHS)- 4.21-5.00
Highly Satisfied (HS) - 3.41-4.20
Moderately Satisfied (Mo0S)-2.61-3.40
The table discloses that along Professional
Services.It can be gleaned on the table that,Integrates
subject to practical circumstances and learning
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intents/purposes of students is the item that receives the
highest mean with 4.53 described as Very Highly
Satisfied followed by the items Explains the relevance
of present topics to the previous lessons, and relates the
subject matter to relevant current issues and/or daily
life activities and Allows students to think independently
and to make their own decisions and to hold them
accountable for their performance with a mean of 4.50
described as Very Highly Satisfied also.Taking the
lowest mean though received a Very Highly Satisfied
rating is the item Enhances student self esteem and/or
gives due recognition to students’
performance/potentials with a mean of 4.25.

This result indicates that professionally, the students
in the graduate school are guided and get the attention
that is accorded to them. The explanation and the
integration to practical situations of topics during
classes is considered by the students as beneficial as
they pursue their career in the teaching profession.

This findings reconcile that of Yusoff et al, [48]
whose study revealed that professional comfortable
environment, student assessment and learning
experiences, classroom environment, lecture and tutorial
facilitating goods, textbooks and tuition fees, student
support facilities, business procedures, relationship with
the teaching staff, knowledgeable and responsive
faculty, staff helpfulness, feedback, and class sizes make
significant impact on students’ satisfaction.On the other
hand,Butt & Rehman[62]disclosed in their study that
teachers’ expertise is the most influential factor among
all variables considered in their study.

The link between professional services and students’
satisfaction is further elaborated in the study of Mai[45]
where the student satisfaction in higher education and its
influential factors were studied. It was found out that the
over-all impression of the school, overall impression of
the quality of the education, teachers expertise and their
interest in the subject, the quality and accessibility of IT
facilities and the prospects of the degree furthering
students careers were the most influential predictors of
the students satisfaction.

School Facilities.Among facilities in the Graduate
School,the Graduate School Office receives the highest
mean of 4.21 described as Very Highly Satisfied
followed by classrooms with a mean of 4.05 described
as Highly Satisfied.The lowest mean is on item
Accessibility of books and computers in the library with
a mean of 3.33 described as Moderately Satisfied.This
result implies that students consider facilities as factor to
their absorption of learning. They feel the need of the
provision of books and computer services in the library
for their researches.

Table 1.b. Level of satisfaction of the respondents on
the following Graduate School Services along School
Facilities
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1. Accessibility of books and computers in Moderately
: L B 1] 326 564 3 1032 )
the lbrary Satisfied
2. Functional laboratory rooms EEVI ) 34 547 34 967 Highly Satisfied
3 Availabilrty of Classrooms Highly
ELTR ] 38 im 395 858
Satisfied
4 Buildings Maintenance and safety EL TR 320 597 158 976 Highly Satisfied
5 Presence of School Canteens m N1 a8 85 830 Highly Satisfied
6 Dormitories for Students Modesately
388 1001 287 1231 33 1228 .
Satisfied
7 Administration building M M 385 T 1 862 Highly Satisfied
8 Medical and Dental Unit X 316 L4 ia 37 Highly Satisfied
9.Comfort Rooms 408 T4 280 1249 4 1214 Highly Satisfied
10.Graduate School Office Very Highly
446 567 £ I3 421 09 .
Satisfied
11.Graduate School Faculty Room 431 7 iR 504 406 863 Highly Satisfied

Legend: Very Highly Satisfied(VHS)- 4.21-5.00
Highly Satisfied(HS) - 3.41-4.20

Moderately Satisfied(MoS)-2.61-3.40

The result of the study clearly negated that of
Douglas [64]who measured students’ satisfaction on
their Higher Education experience using conceptual
model. Results revealed that physical facilities of
university are not significantly important with regards to
students’ choice in selecting universities.Martirosyan
[63] examined the impact of selected variables on
students’ satisfaction in Armenia.The study identified
reasonable curriculum and faculty services as key
factors on student satisfaction.The study also displayed
negative relationships of faculty teaching styles and
graduate teaching assistants with students’ satisfaction.
Of the variables considered under demographic profile,
type of institution effect on students’ satisfaction
significantly in which students from private institutions
reported a significantly higher satisfaction level than
their peers at public institutions.

Learning Environment. As indicated in the table, it
clearly projects that the item, Expounds on one’s
understanding of the learning processes and the role of
the teacher in facilitating these processes in their
students received the highest mean of 4.33 followed by
the item, Reflects on the impact of home and family life
to learning both described as Very Highly Satisfied. The
lowest mean on the other was received by the item,
Determines an environment that provides social,
psychological, and physical environment supportive of
learning with 4.06 described as Highly Satisfied. This
result implies that learners’ desire to have an
environment that provides holistic development and
holistic approach in teaching is well manifested as
professors in the Graduate School clearly understand
their role as teachers of advanced higher education.
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Table 1.c. Level of satisfaction of the respondents on
the following Graduate School Services along Learning
Environment

1. Determines an environment that provides social,

Highly
psychological, and physical environment 420 5% £ 8 4.06 612 C
Satisfied
supportive of leaming.
2. Differentiztes leamers of varied leaming _ Hughly
. 431 53 38 26 411 31
characteristics and needs. Satisfied
3. Manages time, space and resources to provide an Hughly
43 4 4l L] 417 642
environment conducive to learning. Satisfied
4. Recognizes multi-cultural background of B Highly
- N 431 01 410 397 420 636 C
learners when providing lezming opportunities Satisfied
5. D teaching approaches and techmy Very Highly

4% 538 42 634 429 614
appropriate to the leamers. Satisfied

6. Determunes, understands and accepts the Very Highly
. 436 580 42 01 428 594
learner’s diverse backeround. Satisfied
7. Relates the leamers” backeround to their Very Highly
) 43 51 418 10 424 394
performance in the classroom. Satisfied

8. Reflects on the mpact of home and family life Very Highly
441 561 420 £79 430 630 ’
to leaming. Satisfied
9. Expounds on one's inderstanding of the
. . Very Highly
learning processes and the role of the teacher in 441 53 420 528 433 309 Satsied
sfie
failitating these processes in their students.
10. Ac nal tability to ) ' Very Highly
et etz ccoumtahlly fo eamer 436 580 418 46 427 618 y Eigy
achievement and performance. Sattsfied
A Very Highly
e 43525 49283 41000 52186 42242 3 y Eigy
Safisfied

Legend: Very Highly Satisfied(VHS)- 4.21-5.00
Highly Satisfied(HS) - 3.41-4.20
Moderately Satisfied(MoS)-2.61-3.40

Along school environment, Malik, et al. [31] found
out that cooperation, kindness of administrative staff,
responsiveness of the educational system play a vital
role in determining students’ satisfaction. Along this
result, Pathmini, et al [32] also found out that reliability,
curriculum and empathy are major determinant factors
of student satisfaction in regional state universities.

Over-all, the mean obtained by the Graduate School
Services is 4.18 described as Highly Satisfied. This
result implies that there is a feeling of confirmation
among students particularly on the three services.

This result can be explained by Hatcher, Prus, Kryter
and Fitzgerald [35] whose study revealed that students
perceive their time, energy and effort as investment and
seek a return from that. Carter et al.,[36] findings also
conformed that students will be satisfied if they are
rewarded in relation to the investment they made.

The findings also corroborated with Jurkowitsch, et
al.[22] whose findings revealed that service
performance, university performance, relationships with
student, university standing works as antecedents of
satisfaction and promotion.
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The learning environment can also be viewed from a
pedagogical perspective. The pedagogical learning
environment covers the pedagogical methods and
practices used in the teaching and learning(Silander and
Ryymin[65].The learning environment must enable the
use of diverse studying and working methods.
According to a recent study of Cubukcu,[66], teachers
regard the psycho-social dimension as the key factor in
the learning environment. This may be because teachers
are still unfamiliar with the significance of the physical
environment, or feel that they have the least opportunity
to influence the physical environment.

Significant Relationship Between The Profile And
The Graduate School Services Along Professional
Services, Learning Facilities And Learning Environment

Table 2a.Significant Relationship between the Profile
and the Graduate School Services along Professional
Services, Learning Facilities and Learning Environment

Table 2gStenificant Relationship between the Profile and the Graduate School Services along Professional
Services, Learning Facilities and Learning Environment

Age 040 -101 -0n -054

Sex A7 103 175 7

Years of Teaching Experience W m . 8

Type of School Employed in

04 092 130 098
Position -139 230" 37 - 181"
Ernployment Status 006 155 09 118

**_ Correlation is significant at the 0.01 level (2-tailed).

* Correlation is significant at the 0.05 level (2-failed).

Table 2a presents the significant relationship
between the profile of the respondents and the Graduate
School Services. As reflected on the table, Years of
Teaching has effect on professional services. Position,
on the other hand, has a definite but small relationship
to school facilities and learning environment. This result
implies that those who have more years in teaching
experience has higher regard to Professional Services.
Those who are lower in position have higher satisfaction
on school facilities and learning environment. Students
who have rendered more years in the teaching
profession show appreciation on the knowledge and
experiences of the professors being manifested in the
delivery of their professional services. Younger
professional students enrolled in the Graduate School
show satisfaction of the facilities.This could be
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attributed to the newness and the structure of the
building being occupied by the Graduate School.

Relative to this finding, the study of Lei [49]
revealed that the physical learning environment has an
influence on how students experience teaching. When
no attention has been paid to the quality of the physical
learning environment, students are more dissatisfied
with the quality of teaching. More focus should be put
on the development of learning environments to make
them better support to learning.

Table 2b. Significant Relationship between the Profile
and the Graduate School Services along Professional
Services, Learning Facilities and Learning Environment
Chi square, civil status and dependent variables

Sx In 10 175 am

Yors of Teading Expeince »am -m -0
Type of School Employed m M w 1 o
Posiion a0 st m | e
Employment St 0 15 m 118

**_ Correlation s sienificant at the 0.01 level (2-tailed).

* Correlation = siomificant at the 0.05 level (-taled).

As reflected on table 2b,it appeared that all
significant values are greater than 0.05, which means
that there is no significant relationship between civil
status and the dependent variables. This result implies
that the marital status of the respondents has no effect to
their level of satisfaction on professional service,
learning facilities and learning environment.

Strengths and Weaknesses of Graduate School
Services along Facilities

Sta. Maria

Campus Tagudin Campus ~ Asa whole DR
B. School Facilities Sd Std Std.
Deviat Devia Deviat
Mean  ion Mean tion Mean  ion
1. Accessibility of books
and computers in the 341 1100 326 964 333 1032 Weakness

library
2. Functional laboratory
rooms

3 Availability of
Classrooms

4 Buildings Maintenance
and safety

5 Presence of School
Canteens

6.Dormitories for

349 989 334 947 3 967 Swength
397 850 393 873 395 858  Swength
397 787 320 997 358 976 Swength

4.00 749 370 882 385 830 Swength

S 388 1000 281 1231 38 1229 Weskness
7Administation bullding 400 947 385 771 393 86  Swength
fjn‘fl““" wdDestal {308 | 768 (316 | 1043 (352 | 1037 |Suength
9 Comfort Rooms 408 M9 280 1249 343 1214 Suengh
10.Craduate School 446 567 397 72 421 709 Swength

Office
11.Graduate School = o5 =
Faculty Room 431 49 382 904 406 863  Suength

Average 30485 58620 34467 64292 3.6934 66287  Highly Satisfied

Legend: Strengths 3.41-5.00
Weaknesses 1.00-3.40

Table 3 discloses the strengths and weaknesses of
the Graduate School Services. On Professional
Services,all items were rated strengths. On School
facilities, two items were regarded as weaknesses

200



ATLANTIS

PRESS

namely accessibility of books and computers in the
library and dormitories for students. Learning
Environment, on the other hand, all items appeared as
strengths. The three (3) identified weaknesses are
considered essential to graduate students. The library
holdings such as books and computers are utilized for
their researches and other paper works relative to their
studies. The study further implies that dormitory
services are needed by the graduate students.
Considering its populace, there are students who are
coming from the remote and mountainous areas of the
province who would want to avail dormitory services
during weekend classes.

Republic of the Philippines
ILOCOS SUR POLYTECHNIC STATE COLLEGE
Main Campus. Santa Mania. Ilocos Sur
Telefae: (077) 732-3512; Email: ispsc_2705@yahoo.com; Website:
ispsc.eduph

1L RATIONALE

The Graduate School of Sta. Maria and Tagudin adheres to the vision of the College. to become
vibrant and nurturing Pelytechnic Service College for transforming lives and communities and guided
by its mission, to improve the lives of people and communities through quality instruction, innovations,
productivity initiatives, environment and industry-feasible technologies, resources mobilization and
transformation outreach program and service.

The Graduate School is guided by these goals: a)lt should see that its graduates are able to make
use of the basic concepts and trainings in professionals and technical fields.b)They are expected to
become globally competent, responsible and productive professionals who can respond to the needs of
the service area,c)lts graduates have strong research and development capabilities for demand-driven
and envi friendly technologies and d)lts grad are professionals molded with desirable
values that are contributory to sustainable development.

ISPSC Graduate School regard its students as professionals who seek nurturance of their
academic competence and professional competitiveness, thus, excellent services should be a primary
concem.

This study determined the satisfaction of the students on the services offered by the Graduate
School to come up with a tangible output that is research based to better implement these services to
serve its stakeholders, thus, an Improvement Plan is proposed.

I OBJECTIVES

A_To establish full access of the library facilities and provide e-library for the students.
B. To improve the accommodation services of the students who come from remote areas.

The findings of this study reconcile with the result
obtained in the study of Sapri et al.[67] who examined
students’ priorities with respect to their satisfaction with
facilities services offered at higher educational
institutions. The results on students’ perspectives about
higher education facility services identify the most
critical aspects that affect them as education clients.

The identified weaknesses are the benchmark in
formulating an Improvement Plan as an output of this
study. The output of the study is expected to better the
services of the Graduate School along Professional
Services, Facilities and Learning Environment. Though
the study revealed that over-all, the students are Highly
Satisfied with the services provided by the Graduate
School of llocos Sur Polytechnic State College, still,
there is a need to sustain and improve these services to
meet the Very Highly Satisfied rating.

Proposed Improvement Plan. A a result of the study,
this Improvement Plan is proposed to help improve the
services of llocos Sur Polytechnic State College
Graduate School.
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Key Result Objectives Strategies Persans Budzetary | Time Sneoess
Aren(KR4) Imohved | Requrement | pro,, Indicator
 Toincreme |- w | ISt T w
the number requestforthe | Facoltyand December have acceszof
ofbools procurement of | Administration 2020 regearch
inchnding regzarch joumalsznd
research joumalsfor ll books
journalsin theprosrams
Accesibility of the library offered in the
‘bools and Graduate
computers in the School
library
# Tomaethe (> Torequstfy |Deam, GS 133000 | Vearsomd
library thehifing of JO | Facultyand Students can
nocesibletn a5 library Administration ntilize the
AlGS Erbcld by
students materialsas
during durinz
weeldays wedday
and
Saturday:
= To request for
= Toprovide theprocneement | DeanGS 100000 Aumstto | Stodentsars
compiter ofsi{fjunits | Facultyand December Eivenenmzh
umits that compuies tha Administration 2020 TEROUICES
wouldserve Wl sere
nselibrary anather resgurce
materia] fog
sindans
= To make the [ » Raquestthe DeanGS = Year somd | Wel
domitary Danmitory Facuby  and coardination | accommodae
Dormitories  for SEMViCE manager o Administration dsmdans
Students nvailsble for provide roams
the students forthe GS
coming from studans with
TEmObe AT rezsnahe e

4. CONCLUSIONS

The profile projects that students enrolled at the
ISPSC Graduate School are mostly female, on the age
bracket of 21-25, single, employed in public schools and
occupying Teacher 1 position.

The students are highly satisfied with the services
offered by the Graduate School.

Years of Teaching displays a relationship on
professional services. Position on the other hand has a
definite but small relationship to school facilities and
learning environment.

The study identified that accessibility of books and
computers in the library and dormitories were areas that
require improvement.

Improvement Plan is recommended to be

implemented.

4.1. Recommendations

The students should see the benefits of finishing
their Master’s degree at a very early stage of their
career. The Graduate School shall continue improving
its services to provide maximum satisfaction for the
clientele. The accessibility of books and the use of
dormitory services should be addressed immediately.
The implementation of the Improvement Plan shall take
effect immediately
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5. LIMITATIONS AND FUTURE STUDIES

This study, however, has some limitations. The
results have represented students’ opinions about
advanced higher educational services catered by the
College being studied. The results should not be
presumed therefore to be true to all HEIs.Nevertheless,
results obtained in this study have similarities to the
findings of the previous studies conducted. As this study
aims to improve the services of the College, results of
which have been disseminated for its consideration.For
future studies along this topic, other services may be
considered to amplify the purpose of measuring
stakeholders’ satisfaction on Graduate School services.
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