
ASIAN CONFERENCE
ON BUSINESS, ECONOMICS 
AND SOCIAL SCIENCES

- PROCEEDING

mmmm
U n i v e r s i t i
Te k n o l o g i
Ma r a

JOINTLY ORGANIZED BY:

Caw angan M elaka

unisel SU N W AY
UNIVERSITY 18

UNIVERStTI SE.ANGOR B u s i r t e s s  S c h o o l

* U  A I K  UNTVFfCVTV

UNIVERSITAS TRISAKT1



E-Proceeding for Asian Conference on Business, Economics and Social Science (ACBESS)
2021

Factors Predicting Satisfaction of Private Universities’ Students
in Selangor, Malaysia

W ong Chee Hoo1*, Alex Lee2, W ong Yee Fong1

'Faculty of Business, Communication and Law, Inti International University, Nilai, Malaysia, 

Hertfordshire Business School, Hertfordshire University, United Kingdom 

Corresponding Author: cheehoo.wong@newinti.edu.my

Abstract: Student satisfaction, a factor increasing in importance as it continues to influence 
the development and operation amongst private universities in Malaysia. This research 
focuses on this factor, amongst others, in their roles in affecting undergraduate students ’ 
satisfaction in private universities in Selangor, Malaysia. With higher education being an 
intangible service rather than a tangible product, this research seeks to hypothesise and  
analyse the relationship between service quality in the context o f  tangibility, assurance, 
reliability, responsiveness, and empathy. In this study, the research objectives and questions 
were highlighted, and a conceptual framework that integrates different factors influencing the 
satisfaction o f  undergraduates is proposed. A 5-point Likert scale survey (N=288) was 
conducted; data were analysed using Multiple Regression Analysis through SPSS. Three 
factors, tangibility, assurance and empathy, showed a significant influence in predicting 
students ’ satisfaction amongst private university students.
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