https://doi.org/10.24193/ed21.2019.17.03

An analysis of the students’ needs and the
relation between them, the level of satisfaction
and the academic results
Mihaela Aurelia Ştefan & Alexandrina Mihaela Popescu

http://educatia21.reviste.ubbcluj.ro

Educatia 21 Journal 17 (2019)
Educatia 21 Journal, (17) 2019, Art. #03
doi: 10.24193/ed21.2019.17.03
Research article

An analysis of the students’ needs and the relation between them, the level of
satisfaction and the academic results
Mihaela Aurelia Ştefan a*, Alexandrina Mihaela Popescu a
a University

of Craiova, 13, A.I. Cuza Street, Craiova, 200585, Romania
*Corresponding author: stefan.mihaela25@yahoo.com

The present study has focused on identifying the needs and the level of satisfaction of the students enrolled in the
Psycho-pedagogical training program in view of certifying the teaching competencies, organized by the Teacher
Training Department, University of Craiova.
The survey focused on the following criteria of satisfaction: the actuality and importance of the concepts taught, their
explanation and understanding; the usefulness of the theory taught, its implementation; the teaching methods used; the
existence of information resources; the attitude of the teachers; the quality of the activities carried out within the
pedagogical practice; the assessment and grading, the extracurricular opportunities offered by the study program.
The methods used for data collection were the questionnaire-based survey and the focus-group interview, while the
statistical-mathematical processing required the use of the synthetic result tables and the certainty of the correlation.
The graphical representation of the results was specially made through histograms and areolar diagrams.
The data collected and analyzed led to the following observation: the attitude of the teachers towards the students is the
dimension with the greatest impact on the adaptation of the student to the university environment and on the level of
satisfaction regarding his/ her academic experience. On the other hand, the students’ level of satisfaction with regard to
the university studies represents an important psycho-pedagogical determinant of the involvement and the academic
success.
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Schlüsselworte:
akademischeBedürfnisse;
Zufriedenheit,
Unterstützung,
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Als die Universitätenzielen die ständigeVerbesserungderenDienstleistungen, konzentriertenwirunserInteresse auf die
Identifizierung der Studentenbedürfnisse, zurGestaltungeinerZufriedenheitserhöhung in der akademischen Welt und
akademischenVorbereitung.
DieseArbeitzentriertsich auf die Identifizierung der Bedürfnisse und Zufriedenheitsgrad der in
demPsychopädagogischenBildungsprogramzurZertifizierung der Kompetenzenfür Lehrer, das von der
AbteilungfürBildung des Lehrpersonalsin der Universität von Craiova organisiertwurde.
Die BefragungzieltefolgendeZufriedenheitskriterien: Zeitgemäßheit und Bedeutung der geliefertenBegriffe,
derenErläuterung und Verständniss; Nützlichkeit der geliefertenTheorie, seine Umsetzung; verwendeteLehrmethoden;
das Bestehen der informationellenRessourcen; Verhalten der Lehrer; Qualität der in Rahmen der
pädagogischenVorbereitungszeitdurchgeführtenTätigkeiten;
Beurteilung
und
Bewertung;
außerschulischeMöglichkeiten des Studienprogramms.
Die zurDatengewinnungangewendetenDatenberuhensich auf Befragungen und Focus-Grup Interview, wobei die
statistische-matematischeVerarbeitung die Verwendung der syntetischenErgebnistabelle und Bestimmung der
Zielabstimmungbedarf. Die graphischeDarstellung der ErgebnisseumfassteFlächen-Blockdiagramme.
Die gesammelten und geprüftenDatenführtenzurfolgendenBestimmung: das Verhalten der Lehrer gegenüber den
Studenten hat die stärksteWirkung auf die Anpassung des Studentenzu der akademischen Umwelt und
Zufriedenheitsgrad seiner akademischenErfahrung. Andererseits, das Zufriedenheitsgrad der Studenten in Bezug auf die
akademischenStudienisteinenwichtigenFaktorderenEinwicklung und Erfolg.

1. Introduction
Although the major concern of the University is
oriented towards the didactic dimension of the
educational system, appreciated by having the students
evaluate teachers through questionnaires, by having the
teachers fill in self-assessment grids, by periodic
characterizations made at the level of the faculties/

departments, we consider a scan of the opinion of the
main partners in the training-educational process – the
students - to be useful.
Certain research data (Eom, Wen & Ashill, 2006)
reveal that student satisfaction is a significant predictor
of the learning results.
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The students’ level of satisfaction is directly
proportional to their needs. As such, knowing the needs
of the students can be an important step in stimulating
motivation, in increasing their cognitive interest and
their academic achievement.
Ensuring satisfaction with the educational services is
important because research shows that student
satisfaction is the factor that has the greatest influence on
their loyalty (Helgesen, Nesset, 2007), influencing the
increasing involvement of the students in the educational
process. Student engagement, which is the time and
effort dedicated to academic activities, is another
predictor of ensuring success (Kuh, 2009; WolfWendel, Ward & Kinzie, 2009).
In addition, studies show that a low level of
satisfaction leads to a reduction in the academic
performance of the students and leads to abandoning
studies (Aldridge, Rowley, 1998), respectively to
expressing dissatisfaction online (Arif et al., 2013).
Our concern is focused on identifying the needs and
expectations of the students, especially the future
teachers, in order to meet their needs and find the most
suitable strategies for activating and stimulating their
commitment, on involving students in their own training,
education.
2. Theoretical foundation
The transition from high school to university is often
difficult, demanding for the students, both personally
and academically; the emphasis will be placed on the
self-management of learning, on taking notes
independently, on individual study, whereas high school
students do not have sufficiently developed skills,
capacities, abilities in this regard.
Getting used to the specific of academic education, to
a different program, to a different rhythm of teaching learning and managing the volume of information, to the
educational offer, implies a series of difficulties, reason
why they need support in order to adapt, successfully
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manage the situation, prevent failure or even abandoning
it.
As such, we consider it necessary to know the needs
of the students in order to make an objective diagnosis
and to find the most suitable training strategies that will
allow them to adapt to the academic environment and to
obtain high results in exams.
There are, in the specialized literature, concerns
about the inventory of the
students’ needs. We are going to select and present
14 needs of any student (adapted after Heick, 2018):
a) self-knowledge;
b) models to relate to and models who are capable to
inspire them, to mobilize them to take action;
c) learning strategies;
d) feedback, not judgment (feedback helps – it acts as
a guide, it is corrective and it can even be comforting;
judgment is personal and emotional and it hurts);
e) contexts and tools to use creatively in selfexpression and self-direction;
f) ideas - sometimes all they need is an idea to start
with;
g) the need to be heard;
h) the need for someone to believe in them,
especially when their self-esteem is low;
i) the possibility to exercise, to put into practice what
they have learned;
j) each student deserves as many chances as possible;
k) each student must "play", experiment - in
collaboration with various partners, using various digital
applications, following a series of models/ examples,
using their own thinking;
l) each student needs self-efficacy, he/ she needs to
develop his/ her skills, capacities that allow him/ her to
complete, through his own forces, the things already
started;
m) correct writing and reading skills - literacy is the
basis of formal learning/ training;
n) the need for approval - authentic affection and
acceptance is the foundation of the highest
performances.

The 14 needs listed above are summarized in the figure below:
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to read and write
approval that isn't always
contingent on „success”

Figure no. 1. 14 Things Every Student Needs (Heick, 2018)

In terms of satisfaction, in the specialized literature this
is defined as a feeling of happiness that is obtained when
a person has fulfilled his/ her needs and desires (Saif,
2014), it is a condition felt by a person who has
experienced a performance or a result that met its
expectations (Ilyas, Arif, 2013).
Elliot and Shin (2002) define student satisfaction as a
disposition determined by the subjective evaluation of
the educational results and experience. In other words,
satisfaction can be defined as a function of the relative
level of experiences and perceived performance of the
educational service (Mukhtar, Anwar, Ahmed, Baloch,
2015) during studying, as a short-term attitude resulting
from evaluating the experience, services and educational
facilities.
Therefore, satisfaction can be defined as an
experience of achieving the expected results (Hon,
2002). A person will be satisfied when he/ she reaches
his/ her expectations (Rad, Yarmohammadian, 2006).
Satisfaction refers to the feeling of pleasure or
disappointment that results from comparing perceived
performance against expectations (Kotler, Keller, 2012).
Due to the complexity and particularities of
education, the investigation of the academic satisfaction
of the students is difficult; the revision of literature
indicates an increase in the number of papers oriented on
this topic. Studies focused on this topic capture various
aspects when referring to the measurement of student
satisfaction.
Among them we can enumerate:

treatment, focus on the needs of the students (Abdullah,
2005; Ardi et al., 2012; Helgesen, Nesset, 2007; Gruber
et al., 2010; Elliot and Healy, 2001; Langrosen et al.,
2004; O'Driscoll, 2012; Navarro et al., 2005; Sayeda et
al., 2010);
• Satisfaction with the administrative staff - attitude,
communication, waiting time, the quality of the
information received (Casidy, 2013; Gruber et al., 2010
etc);
• Satisfaction with the relationship of the university
with the business environment, with the training courses
in companies (Arnerić et al, 2010; Langrosen et al.,
2004; Sayeda et al., 2010);
• Satisfaction with the collegiate atmosphere, leisure
activities/ modalities offered (Wilkins and Balakrishnan,
2013; Sojkin et al., 2012) etc.
The present study focuses on identifying the
important aspects that influence the satisfaction level of
the students in order to improve the perception regarding
the quality of the academic environment, of the teaching
process in general and of the psycho-pedagogical
training, in particular.
3. Research methodology
The purpose of the research was to find the answers
to the following questions: What are the needs of the
students enrolled in the psycho-pedagogical module?
Which aspect influences the most the level of academic
satisfaction? To what extent does the level of student
satisfaction influence the exam results?

• Satisfaction with the information, with the content
of the courses - actuality, the language used (Arnerić et
al., 2010; Abdullah, 2005; Arif et al., 2013; DeShields et
al., 2005; Gruber et al., 2010; Langrosen et al., 2004;
Munteanu et al., 2010; O'Driscoll, 2012; Popa et al.,
2011; Telford, Masson, 2005; Wilkins, Balakrishnan,
2013);

- The inventory of the students’ needs which
influences the level of academic satisfaction;

• Satisfaction with the attitude of the teachers availability, involvement, objective, correct approach/

In accordance with the objectives mentioned above,
we checked the following hypotheses:

The research objectives were:

- To grasp the relation between the degree of
satisfaction and the academic results.
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a) The availability of teachers for communication and
emotional support of the students is one of the main
academic needs that significantly influence the level of
academic satisfaction;
b) The success of the students in the exam
significantly depends on their level of satisfaction.
In order to reach the objectives set, the methods of
collecting data were the sociological survey based on
questionnaire and the focus-group interview.
The sample of the present research was represented
by the students of the Faculties of Letters and Law, years
III and IV, enrolled in the Psycho-pedagogical training
program in view of certifying the teaching competencies,
organized by the Teacher Training Department,
University of Craiova.
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and superficial, as the students, for the most part, were
still not very well aware of their needs and expectations
from the academic environment. That is why we asked
the subjects in the sample, within the two focus groups,
to reflect on the experience of the two years and to
complete and restructure the list of needs. We mention
that in addition to the cognitive maturity, the
constructivist training methodology used, focused on the
development of the reflexive-metacognitive capacities
(Mogonea, Ștefan, 2014), on the development of selfmanagement skills in academic learning (Ştefan, 2014;
Frăsineanu 2012), on solving cognitive conflicts
(Popescu, 2014), it allowed the students a clear
awareness of the course, an understanding of their
cognitive and actional evolution, the identification of the
strengths and weaknesses of their own training).
The data obtained were useful in constructing the
academic satisfaction questionnaire. Most items have
closed answers, only one requires an open answer.

Data collection was performed at the premises of the
faculties mentioned above, obtaining a total of 76 valid
questionnaires. Before applying the questionnaire, we
4. Results and discussions
used the focus-group interview to identify the academic
needs of the students. In the two interviews a total of 30
In order to verify the first hypothesis of the research subjects from the specified faculties participated (16
The availability of teachers to communicate with and
subjects from the Faculty of Law and 14 subjects from
emotionally support students is one of the main
the Faculty of Letters). We mention that the needs of the
academic needs that significantly influence the level of
students were collected (written down) from the first
academic satisfaction - we started to identify the
year of academic education, respectively of psychostudents'
needs.
pedagogical training. At that time, these were summary
We are now going to present the main needs of the students, according to the importance given to them (table no.
1, figure no. 2):
Table no. 1. The main needs of the students

Student needs

Frequency

Percentage

The availability of the teachers to communicate, to
advise, to clarify certain professional problems, to offer
emotional support
Adapting the teaching style to the rhythm and to the own
learning possibilities of the students
The use of methods that arouse interest, that are able to
make them actively involve and cooperate with other
colleagues
The use of new technologies (e-mail, electronic course
support, video projector)
The usefulness of the taught concepts, the practical
application of theory
The quality of pedagogical practice activities: good
organization; constructive feedback; encouragement,
emotional support from mentors
Evaluation and marking objectivity and correctness
The actuality of the concepts taught, the explanation of

59

77,63%

50

65.78%

49

64,47%

46

60.52%

37

48.68%

34

44.73%

33
31

43.42%
40.78%
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the new concepts
The feedback offered by the teacher in evaluation
The existence of the information resources
(coursebooks, workbooks, etc.)
The possibility of involving students in sessions of
scientific communications, debates, theater-forums,
research projects, summer schools and so on.
The possibility of contesting the evaluation and marking
results

30
30

39.47%
39.47%

28

36.84%

19

24.35%

Figure no. 2. The main needs of the students

There can be observed that the attitude of the
teachers towards the students is the need with the
highest frequency, as indicated by the sample of subjects
(77.63%).
The classification/ ordering of the needs outlined by
the subjects in the interviews allowed us to formulate
items about the degree of satisfaction of the subjects
with regard to the factors considered to be relevant in
relation to their own academic training. Starting from the
answers of the subjects we identified 3 dimensions to

which the outlined needs can be reported: a) the attitude
of the teachers (it is observed that the students place this
factor first); b) the didactic process; c) the pedagogical
practice; d) the extracurricular opportunities offered in
the study program.
As such, the measurement model built and applied in
the process of data collection and processing is captured
in table no. 2. The structure of each dimension
(corresponding criteria) can also be observed in this
table.

Table no. 2. The measurement model used in data collection and processing
Dimension

Criterion
The content: the actuality and importance of the concepts taught, their explanation and
understanding

The didactic process

The existence of information resources (coursebooks, workbooks, etc.)
The usefulness of the theory taught, its implementation
The active and interactive teaching methods used
The objective assessment and marking; the feedback provided; the possibility of contesting the

Mihaela Aurelia Ştefan & Alexandrina Mihaela Popescu / Educatia 21 Journal
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results
The attitude of the university
teachers

Availability for communication
Clarification of some professional problems
Emotional support
Advice

Teaching practice

Good organization
Support in designing and developing the teaching activity
Constructive feedback
The mentors availability, encouragement, emotional support

Extracurricular opportunities

Sessions of scientific communications, debates, theater-forums, research projects, summer
schools

The answers to the questions were assessed using a five-point Likert scale, 5 points being awarded to the "very
satisfied"/ "total agreement" rating, and 1 point to the "not satisfied"/ "total disagreement" rating. no. 3 and the related
graphs (figures no. 3, 4, 5, 6) highlight the results of processing the applied questionnaire.
Table no. 3. The results of processing the questionnaire by dimensions and criteria

The (Inter) active teaching methods
used

The objective assessment and marking

The attitude of the
university teachers

Availability for communication

Clarification of some professional

Not satisfied

The usefulness of the concepts taught,
the practical application of the theory

15

11

3

31.57%

30.26%

19.73%

14.47%

3.94%

22

22

17

13

2

28.94%

28.94%

22.36%

17.10%

2.63%

11

11

19

23

12

14.47%

14.47%

25%

30.26%

15.78%

26

19

15

12

4

34.21%

25%

19.73%

15.78%

5.26%

12

12

26

13

13

15.78%

15.78%

34.21%

17.10%

17.10%

18

17

21

14

6

23.68%

22.36%

27.63%

18.42%

7.89%

23

22

17

11

3

1

The existence of information resources
(coursebook, workbook, etc.);

23

A little
satisfied

didactic

24

2

The
process

Relatively
satisfied

Theoretical knowledge: the actuality
and importance of the notions taught,
their explanation and understanding;

Satisfied 4

Criteria

Very
satisfied 5

Dimension
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problems

Emotional support

Advice

Teaching practice

Good organisation

Support in designing and developing
the teaching activity

Constructive feedback

The availability of the mentors,
encouragement, emotional support

Extracurricu
lar Oportunities

Sessions of scientific communications,
debates,
theater-forums,
research
projects, summer schools

30.26%

28.94%

22.36%

14.47%

3.94%

15

12

28

13

8

19.73%

15.78%

36.84%

17.10%

10.53%

18

16

21

15

6

23.68%

21.05%

27.63%

19.73%

7.89%

21

20

17

13

5

27.63%

26.31%

22.36%

17.10%

6.57%

16

16

25

12

7

21.05%

21.05%

32.89%

15.78%

9.21%

14

18

19

16

9

18.42%

23.68%

25%

21.05%

11.84%

13

10

27

13

13

17.10%

13.15%

35.52%

17.10%

17.10%

21

24

14

11

6

27.63%

31.57%

18.42%

14.47%

7.89%

Figure no. 3. The satisfaction level of the students regarding the didactic process
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Figure no. 4. The satisfaction level of the students regarding the attitude of the university teachers

Figure no. 5. The satisfaction level of the students regarding the pedagogical practice

Analysing the answers to the questions it appears
that, regarding the degree of student satisfaction, they
declare themselves, for the most part, satisfied and very
satisfied with:
-

the theoretical knowledge acquired (61.83%);
the existence of information resources (57.88%);

-

-

the methods used by the teachers (59.21%);
the university teachers’ availability to
communicate and clarify some professional
problems (46.04%);
the extracurricular opportunities offered
(59.20%)

17 (2019) Art. 03, Page | 35

Mihaela Aurelia Ştefan & Alexandrina Mihaela Popescu / Educatia 21 Journal

Figure no. 6. The satisfaction level of the students regarding the extracurricular opportunities

determine them to mobilize their energy resources
for learning, they need teachers to offer advice
(34.20%); constructive feedback also needs to
improve. Students, in proportion of 32.89% are
not satisfied with this aspect;

The aspects which the students are, for the most part,
relatively satisfied with:
-

objective assessment and rating (34.21%);
emotional support offered by university teachers
(36.84%).
‐

Students generally appreciate the quality of the
didactic and practical activities, the attitude of the
teachers, the learning resources offered by the Psychopedagogical Training Program.
From the analysis of the answers to the questions it
results that the students are too little satisfied or not at
all satisfied and would like to improve the following
aspects:
‐

the attitude of the teacher training mentors, which
is a better communication, but also emotional
support, encouragement and confidence invested
in the student; students need supportive,
encouraging, stimulating feedback, meant to

a greater practical applicability of the pedagogical
theory in the didactic activities (46.04%); the
students want their pedagogical practice to take
place from the first year, in parallel with the
theory taught in the other psycho-pedagogical
disciplines, in order to have the possibility "to
apply the assimilated notions to class and thus to
fix them"; until the third year, when the
pedagogical practice is carried out, the students
argue that the theoretical notions of the first two
years are already forgotten.

To the question "What is the dimension that most
influences your degree of satisfaction with the academic
experience? the recorded answers were the following
(table
4
and
figure
7):

Table no. 4. The dimension that most influences the degree of academic satisfaction
Dimension

Frequency

Procentage

The attitude of the university teachers

28

36.84%

The unfolded course and seminar activities

21

27.63%

15

19.73%

7

9.21%

3

3.94%

2

2.63%

The activities carried out during the internship of pedagogical practice
Extracurricular opportunities offered by the study program
The attitude of the administrative or auxiliary staff (secretaries):
communication, waiting time, the quality of the information received
The bureaucratic procedures related to the study papers
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Figure no. 7. The dimension that most influences the degree of academic satisfaction

It is clear from the obtained answers that the
dimension that most influences the degree of student
satisfaction with the academic experience is the attitude
of the teachers towards the students (36.84%), more than
the course and seminar activities (27.63%), more than
the activities carried out during the internship of
pedagogical practice (19.73%).

subjects in the sample are satisfied with, but there are
also aspects that they are not satisfied with. The students
had the opportunity, during the survey, to express their
opinions, personal and professional needs.

Not only did the students place first, as an academic
need, the availability of the teachers for communication,
advice, emotional support, but they were aware of and
affirmed that the attitude of the teachers greatly
influences their image about the academic experience.
Given this result, we can say that the first hypothesis of
our research has been confirmed.

• the actuality and importance of the notions taught,
their explanation and understanding; more than
half of the subjects (61.83%) consider receiving
relevant and complete information for the field
they are preparing in, within the university courses
they attend;
• the modern teaching methods used;
• the existence of informational resources
(coursebooks, workbooks, etc.);
• the university teachers’ availability for
communication and clarification of some
professional problems;
• the extracurricular opportunities offered by the
study program.

Regarding hypothesis no. 2 - The success of the
students in the examination significantly depends on
their level of satisfaction, the values obtained allow us to
outline the following conclusion: The higher the degree
of student satisfaction, the higher the grades are.
Thus, the second hypothesis is confirmed - the
existence of a significant relation between the average
marks obtained in the academic year 2018-2019 and the
level of academic satisfaction of the students (χ 2 =
87,997, df. = 12, n = 2384, p <01).
5. Conclusions
The information obtained from the processing and
interpretation of the data show that there are aspects the

Among the aspects that generally please the students,
we can mention:

The aspects that the students declare, for the most
part, relatively satisfied with are: objective evaluation
and marking; emotional support offered by the
university teachers.
A number of issues that the students think they could
be improved include:

Mihaela Aurelia Ştefan & Alexandrina Mihaela Popescu / Educatia 21 Journal

• the application of theory - the subjects want a
greater emphasis on putting into practice the
application of the notions, of the theory taught;
• a better correlation of the theoretical notions (from
the first two years) with the pedagogical practice
(organized and carried out in the third year of
psycho-pedagogical training) - the students affirm
that this time gap facilitates the forgetting of the
pedagogical theory;
• the attitude of some pedagogical practice
mentoring teachers: the students want a closer
relationship, based on emotional support.
The recorded data represent a guiding mark in the
process of evaluating student satisfaction, in order to
ensure the quality of higher education, to meet the
academic expectations of the students. Based on these
results, we can outline the following recommendations:
- focusing of the management of universities and
teachers on identifying and understanding all the
students' needs and expectations;
- analysing the relevant information regarding student
satisfaction, drawing up preventive and corrective
actions and strategies;
- the teachers' focus on the student, especially from
the perspective of emotional-affective support;
improving relations with the students from the
perspective of the following aspects: availability for
communication, providing constructive feedback,
encouragement, guidance.
- changes in the curriculum of the Teacher Training
Department, in the sense of distributing the number
of hours allocated to pedagogical practice, so that it
starts earlier than the third year, in order to develop
in parallel with the psycho-pedagogical disciplines
The theory and methodology of training; Didactics
Specialization.
the continuous improvement of the quality of the
didactic and research activity carried out by the
students in the university, with emphasis on the
valorisation of metacognition; in addition to the
metacognitive dimension, the non-cognitive
dimension of personality is equally important,
which influences the adaptation to the academic
environment and the success in exams.
Authors note:
The authors have equal contributions to this article.
Mihaela Aurelia Ștefan is Ph.D. Associate Professor,
Doctor of Education Sciences, Teacher Training

17 (2019) Art. 03, Page | 37

Department, University of Craiova, permanent member
of the Psycho-pedagogical Research Center, Editor of
the Academic Publication Annals of the University of
Craiova, Psychology-Pedagogy series. Has a sustained
didactic and research activity in the field of education
sciences. Competence fields: Pre- and in-service training
of teachers; training theory and methodology (focused
on the academic learning process), educational research.
Alexandrina Mihaela Popescu is Ph.D. Associate
Professor, University of Craiova, Director of the Teacher
Training Department, Editor in-chief of the Academic
Publication Annals of the University of Craiova,
Psychology-Pedagogy series. Has a sustained didactic
and research activity in the field of education sciences,
materialized in numerous publications and involvement
in research projects. Competence fields: Pre- and inservice training of teachers; management and leadership
of the class of students; educational research; sociology
of education.
References
Abdullah, F. (2005). The Development of HEdPERF: A New
Measuring Instrument of Service Quality for the Higher
Education Sector. International Journal of Consumer
Studies,
30
(6),
pp.
569-581.
Available
at:
https://onlinelibrary.wiley.com/doi/10.1111/j.14706431.2005.00480.xhttps://onlinelibrary.wiley.com/doi/full/1
0.1111/j.1470-6431.2005.00480.x (accessed at 01.08.2019).
Ardi, R., Hidayatno A., & Zagloel T.Y.M. (2012).
Investigating Relationship among Quality Dimensions in
Higher Education. Quality Assurance in Education, 20 (4),
pp.
408-428.
Available
at:
https://www.researchgate.net/publication/263172142_Investi
gating_relationships_among_quality_dimensions_in_higher
_education, (accessed at 02.08.2019).
Arnerić, J., Talaja, A., & Prka, A. (2010). Developing
Multivariate Confirmatory Technique in Measuring Students
Satisfaction with Education Process. Croatian Operational
Research Review, 1 (1), pp.192-201, Available at:
https://hrcak.srce.hr/94968, (accessed at 01.08.2019).
Arif, S., Ilyas, M. & Hameed, A. (2013). Student Satisfaction
and Impact of Leadership in Private Universities. The TQM
Journal,
25
(4),
pp.399-416.
Available
at:
https://doi.org/10.1108/17542731311314881 (accessed at
01.08.2019).
Browne, B.A., Kaldenberg, D.O., Browne, W.G., Brown, D.J.
(1998). Student as Customer: Factors Affecting Satisfaction
and Assessments of Institutional Quality, Journal of
Marketing for Higher Education, 8:3,1-14. Available at:
https://www.tandfonline.com/doi/pdf/10.1300/J050v08n03_
01?redirect=1 (accessed at 04.07.2019).
Casidy, R. (2013). The Role of Brand Orientation in the
Higher Education Sector. Asia Pacific Journal of Marketing
and Logistics, 25 (5), pp. 803-820. Available at:

Mihaela Aurelia Ştefan & Alexandrina Mihaela Popescu / Educatia 21 Journal

https://pdfs.semanticscholar.org/ef47/c76750676ac615138f7
cf25ddf5053aa1ff9.pdf, (accessed at. 01.06.2019).
DeShields, O.W., Kara, A. & Kaynak, E. (2005).
Determinants of Business Student Satisfaction and Retention
in Higher Education: Applying Herzberg's Two-factor
Theory. International Journal of Education Management, 19
(2),
pp.
128-139.
Available
at:
http://www.emeraldinsight.com/doi/pdf/10.1108/095135405
10582426 (accessed at 02.07.2019).
Elliot, K.M., Healy, M.A. (2001). Key Factors Influencing
Students Satisfaction Related to Recruitment and Retention.
Journal of Marketing for Higher Education, 10(4), pp. 1-12.
Available
at:
https://doi.org/10.1300/J050v10n04_01
(accessed at 03.08.2019).
Elliott, K., Shin, D. (2002). Student satisfaction: an alternative
approach to assessing this Important Concept. Journal of
Higher Education Policy and Management, pp. 97-109.
Available at: https://doi.org/10.1080/1360080022000013518
(accessed at 03.08.2019).
Eom, S.B., Wen, H.J. & Ashill, N. (2006). The Determinants
of Students' Perceived Learning Outcomes and Satisfaction
in University Online Education: An Empirical Investigation.
Decision Sciences Journal of Innovative Education, 4: 215235.
Available
at:
https://onlinelibrary.wiley.com/doi/epdf/10.1111/j.15404609.2006.00114.x (accessed at 13.08.2019).
Frăsineanu, E.S. (2012). Învățarea și self-managementul
învățării eficiente în mediul universitar. Craiova:
Universitaria Publishing House.
Gruber T., Fuß S., Voss R. & Glaser-Zikuda M. (2010).
Examining Student Satisfaction with Higher Education
Services Using a New Measurement Tool. International
Journal of Public Sector Management, 23 (2), pp. 105-123.
Available at: http://dx.doi.org/10.1108/09513551011022474
(accessed at 01.06.2019).
Helgesen, O., Nesset, E. (2007). What accounts for students'
loyalty? Some field study evidence. International Journal of
Public Sector Management, 21 (2), pp. 126-143. Available
at:
https://www.emerald.com/insight/content/doi/10.1108/09513
540710729926/full/html?skipTracking=true (accessed at
28.07.2019).
Heick, T. (2018). What Every Student Needs.
https://www.teachthought.com/learning/14-things-everystudent-needs/.
Available
at:
https://www.teachthought.com/learning/14-things-everystudent-needs/ (accessed at 13.08.2019).
Hon, W.C (2002). Applying customer satisfaction theory to
community college planning of student services. iJournal, 2,
Available at: https://files.eric.ed.gov/fulltext/ED481317.pdf
(accessed at 13.08.2019).
Ilyas, M., Arif, S. (2013). Quality of work-life model for
teachers of private universities in Pakistan. In Quality
Assurance in Education, 21(3), pp. 282-298. Available at:
https://doi.org/10.1108/QAE-Feb-2012-0006 (accessed at
24.112019).
Kotler, P., Keller, K. (2012). Marketing Management. NJ:
Prentice Hall.
Kuh, G.D. (2009). The national survey of student engagement:
Conceptual and empirical foundations. New Directions for
Institutional Research, 2009(141), 5-20. Available at:
http://nsse.indiana.edu/pdf/NSSEConceptualandEmpiricalFo
undations.pdf (accessed at. 12.08.2019).

17 (2019) Art. 03, Page | 38

Lagrosen, S., Seyyed-Hashemi, R., & Leitner, M. 2004.
Examination of the dimensions of quality in higher
education. Quality Assurance in Education, 12 (2), pp. 6169. Available at: https://eric.ed.gov/?id=EJ801876 (accessed
at 28.07.2019).
Mukhtar, U., Anwar, S., Ahmed, U., & Baloch, M.A. (2015).
Factors effecting the service quality of public and private
sector universities comparatively: an empirical investigation.
Arts, Science & Commerce, pp. 132-142. Available at:
https://pdfs.semanticscholar.org/6daa/c6247037fd9c71f7e42
53849af0cda6f4bab.pdf?_ga=2.13488439.1476740196.1576
606480-561906853.1560267551 (accessed at 02.07.2019).
Mogonea, F., Ştefan, M.A. (2014). Personal reflection and
learning efficientization. Journal Plus Education, 10 (1),
298-311.
Available
at:
http://uav.ro/jour/index.php/jpe/article/view/239/253
(accessed at 01.06.2019).
Munteanu, C., Ceobanu C., Bobâlcă C., & Anton, O. (2010).
An Analysis of Customer Satisfaction in a Higher Education
Context. International Journal of Public Sector
Management, 23(2), pp. 124-140. Available at:
https://www.emerald.com/insight/content/doi/10.1108/09513
551011022483/full/html (accessed at 13.08.2019).
Navarro, M.M., Iglesias M.P., & Torres P.R. (2005). A New
Management Element for Universities: Satisfaction with the
Offered Courses. International Journal of Education
Management, 19 (6), pp. 505-526. Available at:
https://www.emerald.com/insight/content/doi/10.1108/09513
540510617454/full/html (accessed at 01.07.2019).
O'Driscoll, F. (2012). What Matters Most: An Exploratory
Multivariate Study of Satisfaction among First Year
Hotel/Hospitality Management Students. Quality Assurance
in Education, 20 (3), pp. 237-258. Available at:
https://www.researchgate.net/publication/242344310_What_
matters_most_An_exploratory_multivariate_study_of_satisf
action_among_first_year_hotelhospitality_management_stu
dents (accessed at. 01.07.2019).
Popa, I., Dragoş, C., & Mare, C. (2011). Some Statistical
Results Regarding the Evaluation of the Quality of the
Master Education, Analele Universităţii din Oradea. Ştiinţe
Economice, XX (2), pp. 303-308.
Popescu, A.M. (2014). Managementul conflictului în
organizaţia şcolară. Craiova: Sitech Publishing House.
Rad, A., Yarmohammadian, M. (2006). A study of
relationship between managers’ leadership style and
employees’ job satisfaction. Leadership in Health Services,
pp.
11-26.
Available
at:
https://pdfs.semanticscholar.org/f6c8/f3cba56dbcd2be55870
551fdf663af8f6e7d.pdf (accessed at 01.07.2019).
Saif, N. I. (2014). The Effect of Service Quality on Student
Satisfaction: A Field Study for Health Services
Administration Students. International Journal of
Humanities and Social Science, pp. 172-181. Available at:
http://www.ijhssnet.com/journals/Vol_4_No_8_June_2014/1
8.pdf (accessed at 04.07.2019).
Sayeda, B., Rajendran, C., & Lokachari, P.S. (2010). An
empirical study of total quality management in engineering
educational institutions of India: perspective of management.
Benchmarking: An International Journal, 17 (5), pp. 728767,
Available
at:
https://www.researchgate.net/publication/235279116_An_e
mpirical_study_of_total_quality_management_in_engineeri

Mihaela Aurelia Ştefan & Alexandrina Mihaela Popescu / Educatia 21 Journal

ng_educational_institutions_of_India_Perspective_of_mana
gement (accessed at 01.08.2019).
Sojkin, B., Bartkowiak, P., & Skuza, A. (2012). Determinants
of Higher Education Choices and Student Satisfaction: The
Case of Poland. High Education, 63 (5), pp. 565-581.
Available
at:
https://link.springer.com/article/10.1007/s10734-011-9459-2
(accessed at 01.08.2019).
Ștefan, M.A. (2014). Dezvoltarea competenței de învățare
autonomă la studenți. Craiova: Sitech Publishing House.
Telford, R., Masson, R. (2005). The Congruence of Quality
Values in Higher Education. Quality Assurance in
Education, 13 (2), pp. 107-119. Available at:
https://www.emerald.com/insight/content/doi/10.1108/09684
880510594364/full/html (accessed at 01.08.2019).

17 (2019) Art. 03, Page | 39

Wilkins, S., Balakrishnan M.S. (2013). Assessing Student
Satisfaction
in
Transnational
Higher
Education.
International Journal of Educational Management, 27 (2),
pp.
143-156.
Available
at:
https://www.emerald.com/insight/content/doi/10.1108/09513
541311297568/full/html (accessed at 13.08.2019).
Wolf-Wendel, L., Ward, K., & Kinzie, J. (2009). A Tangled
Web of Terms: The Overlap and Unique Contribution of
Involvement, Engagement, and Integration to Understanding
College Student Success. Journal of College Student
Development, 50(4)407.
https://kuscholarworks.ku.edu/bitstream/handle/1808/17576/
WolfWendel_JCSD_50%284%29407.pdf?sequence=1&isAllowe
d=y
(accessed
at
13.08.2019).

