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ABSTRACT 
 
 The purpose of this research is to survey the satisfaction level of West Asian students with  the facilities and 
services provided in the five selected public universities in Malaysia. The randomly selected sample involves 
262 students from five selected public universities in Malaysia, that is, Universiti Kebangsaan Malaysia (UKM), 
Universiti Malaya (UM), Universiti Sains Malaysia (USM), Universiti Putra Malaysia (UPM) and International 
Islamic University Malaysia (IIUM). Focus in this research is on West Asian students who study in these public 
universities. Further, comparison is made between UKM,UM,USM,UPM and IIUM. Data is collected using 
questionnaire and analysed using software Statistical Packages For Social Sciences (SPSS). The outcome of 
research data analysis obtained shows the level of satisfaction of West Asian students with the facilities and 
services provided by the public universities is average with the highest mean score at 3.00 for UPM. It is hoped 
that research outcome may guide the management of public universities to improve or restore and upgrade the 
existing facilities.  
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Introduction 
 
 The higher education sector in Malaysia is rapidly developing,  and this has become most obvious since a 
decade ago through a variety of reforms in terms of policy and initiative.  From a mere 11 institutions of 
university and university college status in mid-1990s, the number has reached 62 (21 are public and the rest are 
private institutions of higher learning). This development is designed in line with the intellectual development, 
human capital and resource needs, not only for local requirements but driven by the concept of making Malaysia 
the regional hub of excellence for higher learning (Ujang, 2009). 
 Today, many international students are seen pursuing further education in Malaysia whether in private 
(IPTS) or public (IPTA) institutions of higher learning. They come from 161 different countries, thus with 
differing background and culture. Statistics show increase of international students from year to year. There are 
various factors which motivate them to further their studies in Malaysia, among them the good facilities, low 
cost of education as well as the opportunity of better employment in their home countries (Hushin and Mahmud, 
2010).   
 The quality of facilities and services provided must take priority and be maintained in order to generally 
fulfill the needs and satisfaction of students. According to Johnson and Fornell (1991), emphasis on consumer 
satisfaction is very important to gain consumer confidence in the products and services provided (Che Azemi 
and Assain @ Hashim, 2011). Facilities and services within this context refer to infrastructural facilities 
provided and direct or indirect services, whether or not involving individuals. Both these factors point to the 
level of student satisfaction. An institution of higher learning should maintain the maximum level of satisfaction 
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for the purpose of maintaining good and consistently quality performance. This is the key factor for an 
organisation to last longer even though studies conducted show that the quality of services rendered does not 
necessarily predict the level of satisfaction (Kouthouris and Alexandris, 2005). Changes in quality is a 
phenomenon which largely influences the management system of an organisation (Ramli et al., 2009).  
 Theoretically, the level of student satisfaction with the facilities and services provided by the institution of 
learning may be fulfilled when the needs and wants are adequately met. Previous studies also support the 
finding that the level of satisfaction or dissatisfaction of a consumer is related to his assessment of the quality of 
services rendered (Parasuranam et al., 1988). Thus, in this era of globalisation, all aspects of individual 
consumerism should follow current times and requirements.  In this age without borders, modern technology  
makes man wish for more satisfaction in life. The satisfaction in life yearned for in this context is in terms of the 
quality obtained. Consumer satisfaction is an important element in determining the quality of  products and 
services provided by an organisation. The emphasis  on consumer satisfaction is very important to gain 
consumer confidence in the products and services provided (Johnson and Fornell, 1991). 
 To ensure that facilities and services have the quality to give high satisfaction, some measurement criteria 
need to be fulfilled. The main focus of facilities and services researched are closely linked to their use by 
students in selected public universities. This is to ensure that students can study well and thus contribute to their 
excellence. The quality and productivity of services are seen as not just based on the performance of the services 
provider, but are also based on customer performance (Hill, 1995).  
 According to (Ramli et al., 2009), quality management in the services sector is seen as putting emphasis on 
customers who are stakeholders in the process of rendering services. In services, clients always play the role of 
co-productionist, providing direct or indirect input in the form of time, physical energy and mental energy 
(Parasuranam et al., 1988). To produce quality and excellent students in all aspects, facilities and services 
provided by universities must be of good and high grade. Among facilities closely related to a student’s life are 
matters such as lecture rooms, lecture halls, laboratory, workshop, library, co-curriculum activities, canteen and 
cafetaria  and in terms of services, are student-related affairs, administration, the general situation of staff in a 
local public university. The quality of facilities and services should always be maintained in order to achieve the 
objective of making Malaysia an excellent  regional hub for higher studies. 
 
Statement of problem: 
 
 In making a decision to study overseas, an international student has to consider many factors, especially in 
academic, social and communication aspects before stepping into a new environment. They will expectedly face 
various problems and challenges in the new environment which differs from what they are used to. However, 
the categories of problems faced by international students are still unknown. Hence, the researcher attempts to 
survey the categories of problems of West Asian students relating to thier satisfaction levels concerning the 
facilities and services provided by selected public universities. Among the facilities and services researched are 
the lecture room or hall, laboratory, workshop, library, student affairs, administration office, sports centre, 
canteen and cafetaria as well as the university itself. 
 
Research Objectives: 
 
1. To identify the categories of problems which West Asia students face in public universities. 
2. To identify the level of satisfaction (mean) in terms of infrastructural facilities and services rendered to 
West Asian students in public universities. 
3. To make a comparison of the levels of satisfaction among the universities in terms of infrastructural 
facilities and services rendered to West Asian students in selected public universities. 
4. To identify the best public university in terms of providing infrastructural facilities and services rendered to 
West Asian students. 
 
The Importance of Research: 
 
 The researcher hopes that the outcome of this study will form the input to help lecturers in knowing the 
categories of problems that are faced by West Asian students, solve or correct these problems and use suitable 
teaching techniques for students who come from various backgrounds and cultures. In addition, research 
outcome may be used a s guideline by public universities to formulate programs or development activities for 
West Asian students as well as to  improve the quality of facilities and services for the convenience of West 
Asian students in line with the requirements and aspirations of the Malaysian Qualifications Agency (MQA). 
Finally, it is hoped that the outcome of this reseach be developed into a guideline for West Asian students 
themselves in preparing them with suitable knowledg to face a learning situation quite different from their home 
countries. 
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Limitations of Research: 
 
 This research is limited to the research sample, that is West Asian students who study in selected public 
universities only. Thus, this research outcome may not be suitable as a basis to make conclusions on the 
problems faced by all West Asian students in  all local public universities. 
 
Research Design: 
 
 The research design is descriptive, that is, a survey study using questionnaire. The survey is conducted by 
the researcher through meetings with respondents at involved location sites. According to Yahaya (2006), the 
purpose of a descriptive survey is to obtain a meaurement or picture of the condition or characteristics of the 
population. The researcher  feels that this method is the most suitable for obtaining information. By this method, 
feedback on the research aspects can be obtained directly, and quickly, thus saving time and cost.  
 
Research Sample: 
 
 The selected research sample are West Asian students who study in five selected public universities in 
Malaysia. The whole total of the sample is 262 West Asian students, obtained by random selection.   
 
Sampling Method:  
 
 The whole sample consists of 262 students. According to Abdul Ghaffar (1999), 30% of the population is 
sufficient as sample. The research sample of 262 students randomly selected is representative of the total West 
Asian student population in the selected public universities. Nevertheless, a bigger sample may influence the 
accuracy of the information obtained. Further, according to him, the sample size is important because it 
represents the strength of the research conclusion. A higher sample percentage of the population is better 
because of the greater probability of the researcher having  selected a sample with the characteristics of the 
population (Abdul Ghaffar, 1999). 
 
Research Location: 
 
 Focus in this research is on West Asian students who study in the selected public universities: UKM, UM, 
USM, UPM and IIUM. Four of these universities, UM, USM, UPM and IIUM are then compared to UKM. The 
universities, UKM, UM, USM and UPM are selected for their status as research universities, while  IIUM is 
selected because it has the most number of international  students studying in various majors compared to other 
public universities.  Further, comparison among universities is made to determine the level of satisfaction of 
West Asian students concerning the facilities and services provided by these universities. 
 
Research Analysis: 
 
 Respondents are requested to answer a questionnaire on a scale of 5. Data which uses a score 1 to 5 are re-
categorised into three categories as in Table 1 below to facilitate analysis (Che Azemi and Assain @ Hashim, 
2011). 
 
Table 1: Breakdown and Interpretation of Score. 

Score Interpretation 
1 & 2 Disagree 
3 Satisfactory 
4 & 5 Agree 

 
 Research findings from the questionnaires distributed are analysed to determine the percentage and mean 
level. The mean scores are categorised into 3 levels that is, low, average and high. According to (Che Azemi and 
Assain @ Hashim, 2011)., the  respondent’s level of tendency to decide whether to agree, quite agree or 
disagree is based on Table 2 below: 
 
Table 2: Level of Mean Score Tendency. 

Group Code Range Level 
1 1.00 - 2.39 Low 
2 2.40 - 3.79 Average 
3 3.80 - 5.00 High 
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Table 3: Overall Mean Scores Relating to Facilities and Learning in the Five Selected Universities and Their Vicinity. 
    University/Mean Level 
No. Statement UKM Level UM Level IIUM Level UPM Level USM Level 
1 Satisfied with 

the quality of 
library services 

3.21 average 3.0 average 3.24 average 3.38 average 3.09 average 

2 Library has 
extensive and 
varied 
reference 
collection 

3.13 average 3.06 avearge 3.34 average 3.43 average 3.24 average 

3 Satisfied with 
the quality of 
student 
management 
and services at 
the  Student 
Management  
Centre  

3.0 average 2.67 average 2.84 average 2.86 average 2.7 average 

4 Satisfied with 
the quality of 
student 
management 
and services at  
centre/faculty 

2.78 average 2.6 average 2.92 average 2.97 average 3.04 average 

5 Satisfied with 
the variety of 
subjects offered 
by studies 
program  

2.85 average  2.64 average 2.9 average 3.04 average 3.04 average 

6 Easy 
accessibilty to 
internet in 
campus  

3.11 average 2.75 average 2.86 average 3.09 average 2.98 average 

7 Satisfied with 
the learning 
facilities such 
as lecture / 
seminar  room 

2.87 average 2.7 average 3.08 average 3.03 average 3.09 average 

8 Satisfied with 
the quality of 
lecturers’ 
research 
guidance  

3.04 average 2.48 average 2.96 average 2.71 average 2.56 average 

9 Satisfied with 
the health 
facilities 
provided 

2.87 average 2.26 Low 2.48 average 2.77 average 2.5 average 

10 University 
provides free 
internet access 
for quality  e-
journal  

3.13 average 2.85 average 3.06 average 3.38 average 3.04 average 

11 Satisfied with 
the 
accomodation 
facilities  

2.7 average 2.18 Low 3.0 average 2.63 average 2.48 average 

12 Satisfied with 
sports/ 
recreation 
facilities  

2.7 average 2.48 average 3.0 average 2.86 average 2.87 average 

13 Feel secure 
within campus 

2.83 average 3.04 average 2.88 average 3.0 average 3.22 average 

14 Satisfied with 
basic 
infrastructural 
facilities such 
as shopping 
and recreation 
in the vicinity  

2.74 average 2.67 average 2.84 average 2.71 average 3.26 average 

15 Feel that the 
university is the 
correct choice 
and will 

3.07 Average 2.87 average 2.98 average 3.07 average 3.13 average 
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recommend to 
others for 
further study 

Mean Average 2.94 average 2.69 average 2.96 average 3.0 average 2.95 average 

 
Comparison of Research Outcomes among Five Universities: 
 
 The views of West Asian students who study in these five universities are based on their individual 
experiences. Comparison of the five universities is to determine the best university in providing facilities and 
services to West Asian students. And students who are unsure of which decision to take are not included in the 
mean, as they do not contribute any opinion on the statements presented. Due to this, as explained further, focus  
is only on the number of respondents who agree and strongly agree, as well as on the mean in identifying the 
problems faced by the universities and West Asian students who study in these five universities.  
 Table 3 shows the mean score for each statement presented to the respondents in the five universities. From 
Table 3, we also know the problems faced by the universities and West Asian students who study in UKM, UM, 
UPM, and IIUM. On the whole, respondents from USM record the highest mean for the satisfaction of West 
Asian students relating to facilities and learning in the university and its vicinity.  
USM has the highest score for the following statements:   
 

No. Statement Score (Mean) 
1 Satisfied with the quality of student management and services at centre/faculty  3.04 
2 Satisfied with the learning facilities such as lecture/seminar room 3.09 
3 Feel secure within campus  3.22 
4 Satisfied with basic infrastructural facilities such as shopping and recreation in the vicinity  3.52 
5 Feel that the university is the correct choice and will recommend it to others for further study 3.13 

 
 Mean score results accurately reflect the comments received by respondents who study in  USM. For 
example, some Iranian respondents comment that they are very satisfied with USM and that it shows the 
characteristics of Malaysia as an Islamic country, that USM is the best in Malaysia, the best in the courses 
offered and the tuition fees are reasonable. It is therefore not surprising that USM scores the highest in the 
provision of facilities and learning to its students in the university and its vicinity.  
 Even though USM has a high score for the statement: Feel safe within campus (mean=3.22), a number of 
respondents still feel insecure within campus especially at night. For example, an Iranian female (Master’s 
student) respondent expresses her anxiety with security especially at night. This is because there are no security 
guards monitoring outsider vehicles entering and leaving the university at night. In addition, respondents 
suggest that internet/wireless be upgraded, and sports and recreational facilities provided for international 
students too. 
 And the university with the lowest mean score is UM. Even though UM is among the best universities in 
Malaysia,  the research outcome shows  a low satisfaction on the part of West Asian students for the facilities 
and learning in the university and its vicinity in comparison to the other four universities. Based on comments 
obtained, a number of the West Asian respondents are not satisfied with the quality of guidance and supervision 
of the lecturers and tutors as well as the quality of management and services for international students. 
 Further, the research outcome shows UKM is also at a low level in terms of services, facilities and learning 
in the university and its vicinity for West Asian students. However, UKM is the choice for West Asian students 
for the statement on student management and services at the student management centre (mean=3.00), easy 
accessibility to Internet within the campus (mean=3.11), satisfied with the quality of research guidance of 
lecturers (mean=3.04), and satisfied with the health facilities provided (mean= 2.87).  
 Although UPM scores the highest mean  among the universities, it should maintain and improve all existing 
facilities because the respondents are unsure of the quality of some of the facilities in the university. Among 
these are the student management and services at the centre/faculty, learning facilities such as the 
lecture/seminar room, quality of lecturers’ guidance and supervision, haealth facilities for international students, 
sports and recreational facilities,accomodation facilities, security within the university and infrastructural 
facilities such as shopping and recreation in the vicinity.   
 
Conclusion 
 
 In order to attract more international students to further their education in Malaysia, the quality of learning 
is important for safeguarding and maintaining the university’s reputation, as these students will go home to their 
countries of origin with their opinions and experience of their stay here. Hence, there are many matters the 
university must consider in terms of facilities, welfare of international students and the suitability of the 
academic system. 
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 Among the steps which IPTA should take to improve the university’s services system, is to address the 
bureaucratic red tape in the university and review irrelevant rules and procedures which can adversely affect the 
performance of IPTA’s delivery system involving student selection, as well as emphasize on recruitment of 
academic staff and researchers, and implementation of new studies programs. An effective delivery system 
requires implementation based on the principles of transparency, accountability and integrity. An efficient 
system of delivery is very important to avoid wastage and this needs prudent spending. In addition, innovation 
and creativity in the delivery system of higher education must be institutionalised to enhance the good image 
and performance of IPT as well as to encourage reform. If this were to take place, the satisfaction of students, 
especially those from West Asia relating to facilities and learning in the university and its vicinity may be 
enhanced. Henceforth, it would motivate West Asian students to further their studies in  Malaysian public 
universities, especially in UKM.  
 Based on the above, international students have an important function and role in making the public 
university a world-class University. We need to be reminded that international students are indirectly the 
ambassadors for the university and the country where they study. 
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