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ABSTRACT 

The objective of this study is to investigate undergraduate students’ satisfaction with the quality 

of academic services in Nigerian universities. This study employs a survey research design. The study 

was carried out in two states in Nigeria’s South- South geo-political region from which one public and 

one private university each in Edo and Bayelsa states were conveniently selected. The population of the 

study comprised of all the undergraduate students enrolled in 2018/2019 academic session in the four 

universities. Simple random sampling technique was used to draw a sample of 1200. Self-administered 

and validated structured questionnaire served as instrument of data collection. The data collected were 

analyzed using descriptive statistics of mean and standard deviation. The Independent T- test was used 

to ascertain the differences in students’ level of satisfaction. The findings reports that students both in 

public and private universities were generally very satisfied with the academic service delivery of 

Lecturers, Librarians and Technologists. Though students of private universities expressed greater level 

of satisfaction. Finally, on the basis of school ownership, the T- test reveals a significant difference in 

the level of students’ satisfaction with academic services. This paper posits that the institutionalization 

of the culture of students’ participation in the performance evaluation of academic service providers’ 

would help to improve public perception of academic services in Nigerian universities. This practice 

when embraced would help to improve the quality of academics, the employability of graduates as well 

as enhance the visibility and the global ranking of Nigerian universities. This paper recommends among 

others students continuous evaluation of universities academic services delivery as the outcome would 

help identify weaknesses in the system that need strengthening as well as attract the enrollment of 

international students. 
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1.  INTRODUCTION 

 

Globally, educational systems are stratified into preprimary, primary, secondary and 

tertiary levels. The tertiary educational level consist of all the post-secondary educational 

institutions. University without dispute has emerged as the most popular among the tertiary 

education institutions. University just like its name is reputed for the acquisition of universal 

knowledge. Universities as educational institutions contribute to the birth of intellectual 

resources. Educational processes are transformational in nature. Like in every process, students 

are the input, the instructional materials, methods and techniques constitute the processing and 

graduates are the finished products. Ultimately industry are the consumers of university 

products. 

Universities operate service orientation. In fact, universities are service oriented centers. 

The nature of university services vary from academics to non -academics. On annual basis there 

are increasing demand for admission into university in Nigeria. Students as customers on 

admission into the university always have a preconceived acceptable level of service quality. 

Most often services related to academic and social life are the greatest concern to students. 

Students’ service management is an issue of great concern to university administrators. The 

unpredictable and ever changing demands and expectations of students has made understanding 

students services demand a great concern. Failure on the part of university management to meet 

these expectations poses great danger. When these expectations are not properly managed the 

consequence could be catastrophic. [1] remarked that the inability of university management to 

deliver satisfactory services to students often leads to restiveness with its attendant 

consequences on campus. Apart from the negative publicity associated students unrest, 

customers’ apathy could set in as well as the university employability rating and other metrics 

could decline.  

Furthermore, the twin problem of perceived declining quality of university education and 

the high rate of graduate unemployment has assumed a proportion of great magnitude to 

industry watchers in Nigeria. To the university administrators, the global rating of their 

universities is of a great concern. Painfully, [2] lamented that the Nigeria labour market is 

crowded with low quality unemployable graduates who are suitable for available vacancies in 

the productive sectors. The truth is that the extent to which a university graduate is employable 

is largely determined by the academic content of the university. Moreover, some strongly 

believe that graduates’ employability is closely associated with the quality of instruction and 

indeed comprehension of the same. 

In the bid to proffer solutions to some of the problems bedeviling the educational sector, 

scholars influenced by their proclivity have attempted to advance possible solution to the 

anemic state of education in Nigeria. To some, the entire educational system need a surgical 

operation. Still others advocate a deregulation of the system that would enable both public and 

private ownership of schools. However, this study canvasses that the quality of educational 

service delivery could be investigated with the intent of ascertaining stakeholders’ perception 

of educational services. Furthermore, rather than relying on the industry as consumers of 

university finished products, the perspectives of the students’ as participants in the 

transformation process could be considered. Students’ participation in this context enables them 

as consumers of academic services assess the competence of service providers in universities. 

Regrettably, most universities and indeed some academic staff initially resisted the proposal of 

allowing students evaluate their instructors. This resistance is gradually receding as a result of 
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National Universities Commission (NUC) demand that this international best practice be 

integrated into program accreditation exercises. The obvious concern of bias among academics 

notwithstanding, this feedback mechanism should be considered as part of the continuous 

process improvement procedure of organisations that strive for excellence in operations. 

A review of extant literature reveals several researches in service delivery in tertiary 

institutions. From an educational management perspective, [1] study examined students’ 

satisfaction with service delivery in Nigeria while [3] examined customers’ perception of 

management education in Nigeria from the marketing perspective. However, this paper from 

the undergraduate students perspective attempt to beam a search light on the quality of lecturers, 

librarians and technologists academic services delivery in Nigeria universities. To the best of 

the researcher’s knowledge there is little or no study on the evaluation of Lecturers. Librarians 

and Technologists’ service delivery in Nigerian universities. This is the gap in literature this 

study fills.  

The objective of this study is to investigate undergraduate students’ satisfaction with the 

quality of academic services in Nigeria South - South universities. The specific objectives of 

this paper are to ascertain the level of students’ satisfaction with Lecturers, Librarians and 

Technologists’ academic services delivery and also establish on the basis of university 

ownership the difference in students’ satisfaction with the delivery of academic services 

 

 

2.  LITERATURE REVIEW 

Academic Service Delivery  

To the 21st century manager, customer service delivery occurs the central fulcrum in every 

organisations strategic plan. This implies that managers of organisations see customers service 

as an important function that has the capacity to determine firms’ success in the marketplace. 

Literally, service delivery relates to the provision of service to customers before, during and 

after purchase of goods or services. [4] considers customers service as a series of activities 

designed to enhance the level of customers’ satisfaction. The degree of satisfaction indicates 

the feelings that a product or a service has met customers’ expectation. [5] remarked that it is 

expedient to incorporate service delivery into every organization processes. This would enable 

the firm take advantage of the benefits in service delivery as well as result in continuous process 

improvement. 

In today’s competitive world, customers’ demand for quality service is in a flux. From 

marketing perspective, students are generally considered as customers of higher education. The 

service demand of students as customers varies. The treatment students receive during their 

encounters with the university front line service providers goes a long way to inform their 

judgments. [6] remarks that rendering high quality service is germane to the attraction and 

retention of existing and potential students. It is important to say that customers’ service 

delivery is essentially a back- up service that is intended to enable customers maintain their 

loyalty. In addition, firms’ consistency in maintaining high levels of service quality serves as a 

credible marketing tool. It is absolutely necessary for firms to be concerned about the quality 

of its service as it serves as a weapon of competition. It is a proven fact that the quality of 

services offered is an important factor in determining firms’ competitiveness in the long run. 

[7] asserts that customers’ satisfaction is obtained from the provision of value added 

service which culminate in ogranisational survival. Scholars are of the opinion that an 
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understanding of issues connected with service delivery helps organizational managers in 

organizing business processes. The benefits associated with the culture of quality service 

delivery in the educational sector include but not limited to profitability, customer satisfaction, 

customer loyalty, customer retention, customer attraction and positive word of mouth [8, 9]. 

Consequent upon these benefits, educational institutions now consider its evaluation an 

important area of interest. 

Notably, universities are generally associated with rendering academic related services. 

This is in addition to other auxiliary services in the form of medical, hostel, transportation 

among several other services. Specifically, [10] noted that the ability of a university to obtain 

feedback from her students enhances its capacity to retain a larger proportion of its students. 

Also, [11] remarked that incorporating students’ feedback into the university decision making 

processes would positively impact on the service delivery quality of the institution. Arising 

from this important role of service delivery, marketing practitioners and scholars are desirous 

of measuring and understanding the issues that affects service delivery processes. 

As a result of the dynamics in the labour market, it has become expedient for managers 

of tertiary institutions to be conscious of the requisite skills expected from university graduates. 

In the same vein, [12] noted that students satisfaction levels with the acquisition of employable 

skills has become a determining factor in the choice of universities. Academic content delivery 

process is recognized as one of the processes which play a significant role in the fulfillment of 

the purpose of a university. The process is considered effective when students perform well 

academically and become employable. [13] observed that students are in a vintage position to 

evaluate service quality arising from their several encounters with service providers in the 

university. In fact, students interactions with lecturers, librarians and technologists readily 

serves as the basis for this’ evaluation.  

 

Participants in Academic Service Delivery 

It is a common belief among watchers of the educational sector in Nigeria that the periodic 

NUC program accreditation exercises among other things is aimed at evaluating the academic 

service delivery capacity of universities. A critical look at the regulatory agency benchmark 

reveals greater emphasis is placed on teaching staff, the state of the library and availability and 

capacity of laboratory facilities. Similarly, [14] observed that in every university setting 

teachers/classroom, laboratories and libraries are the major components that drive its academic 

activities.  From the foregoing the members of the university community that are principally 

involved in academic service delivery are lecturers, librarians and technologists.  

 

Lecturers: Lecturers are university employees engaged to provide instructions to students in 

an organized form for a specific period. Lecturers are persons with specialized knowledge. In 

fact, lecturers are professional educators and scientists saddled with the responsibility of 

developing, transferring and disseminating knowledge, technology, and arts through teaching, 

research and community service. Furthermore, lecturers are expected to plan, execute the 

learning process, as well as assess and evaluate learning outcomes. Lecturers’ roles, duties, and 

responsibilities are very important in realizing the goal of a nation’s education policy, In short, 

lecturers’ activities results in educating the citizenry and improving the quality of human 

capacity. Given the important roles of lecturers in improving the quality of higher education, 

lecturers are expected to be very competent, ethically strong, possess high degree of integrity 

among several other core values. These core values drive the performance of their roles and 
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responsibilities to humanity. As a matter of fact lecturers driven by these core values are 

expected to be grounded in pedagogy and should be highly professional in conduct, Universities 

can hardly function in the absence of lecturers who teach, conduct research, perform community 

service, as well as a variety of other scientific activities. As a result of the pivotal roles of 

lecturers, it is very important to continuously assess their competence and commitment to 

effective service delivery. The essence of this periodic assessment is intended at maintaining 

and improving on their quality of' work. Traditionally, lecturers’ performance can be evaluated 

either internally or externally. A lecturer’s performance can be internally evaluated either by 

the students or their senior colleagues. External evaluation of lecturers’ performance is often 

done by persons or colleagues outside the same institution. Literature reveals that lecturers’ 

performance evaluation incorporates all the components of both internal and external 

mechanisms in most advanced economies. This is in addition to the ability to attract grants. 

However, in Nigeria, lecturers’ performances are evaluated internally as well as externally with 

the exemption of students’ participation and the ability to attract grants. This practice of 

students participation in lecturers evaluation may be strange in Nigeria educational institutions 

but just as [15] remarked organisations that desire to excel should as a matter of necessity 

replicate or improve on what excellent firms does.  As a matter of fact, students’ assessment of 

Lecturers’ performance is restricted to their teaching responsibility. Truth be told, students lack 

the requisite knowledge to assess research outcomes and community services of lecturers.  

 

Librarians: Librarians are university employees that work in academic libraries. Libraries in 

the university are established for the purpose of promoting teaching, learning and research and 

community service. In other words, libraries in the university facilitate the educational 

advancement of the institution. To many, the university libraries are often regarded as the nerve 

centers of institutions of higher learning. In fact, the university library is the place where all 

academic activities revolves. In a typical library are found academic and non-academic 

librarians. The academic librarians are employees that possesses university degree while the 

non-academic librarians’ are non- university degrees holders. The duties and responsibilities of 

academic librarians include but not limited to users education, rendering inter library loan 

schemes, abstracting and indexing of reading materials and cataloguing services. Others are 

assisting researchers in locating relevant literature, enablement of the usage of e- library 

facilities and other ancillary functions [14]. The performance of a university librarian like his 

teaching colleague is  assessed with the criteria of teaching though not necessarily classroom 

learning setting, research outcomes as well as the ability to assist in  research processes and 

discharge of public service.  

 

Technologists: Academic technologists are employees in universities and research institutes 

whose responsibilities among others are research, analyzing, designing and conducting studies 

as well as resolving, interpreting and evaluating societal problems. Other responsibilities of 

technologists include developing prototypes and guiding others. The ultimate role of an 

academic technologist is to collaborate with faculty to effectively integrate the use of 

technology, enhance teaching and classroom learning. Academic technologists are also 

expected to facilitate students learning, provide training and needed support in their quest for 

knowledge. The basic criteria for evaluating the performance of academic technologists are not 

limited to the demonstration of high competence in their chosen career. Also the technologist 

should possess the capacity to initiate or support research. Membership of a recognized 
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professional body is also germane. This should be in addition to a cordial interpersonal 

relationship.  

 

Customers (Students) Satisfaction  

[16] regard satisfaction as a state of pleasure or contentment with an action, event or 

service. Customers satisfaction is a subjective evaluation of the service received against the 

individual’s expectations.  The degree of a customer satisfaction is determined by among other 

factors the competence of the service provider, interpersonal relationship and the service 

delivery processes. The importance of evaluating customer satisfaction cannot be understated. 

It enhances service quality monitoring and improvement processes. As a result of competition, 

customers’ satisfaction has become a common driver of firms operations. The truth is that the 

higher the rate of firm’s competitiveness, the faster their rate of innovation.  

The importance of understanding what makes customers satisfied or dissatisfied is 

incontrovertible in service oriented organisation. Students’ and indeed other stakeholders 

satisfaction with academic service delivery is of utmost importance. The extent of satisfaction 

influences the reputation and potential students’ patronage of the institution. The level of 

students’ satisfaction with academic service delivery is indicative of the fact that the institution 

is able to meet their needs and expectations. Students become satisfied with the services 

received when their expectations are met and students are dissatisfied when services are below 

their expectations. This implies that the services offered to students can either create a 

memorable or distasteful experience. As a result, academic service providers often strive to 

render services with pleasant outcomes. The implication is that students’ satisfaction measure 

includes the quality of guidance received. The quality of a service is considered good when 

customer expectation is surpassed [17]. This state confers on the consumer feelings of 

satisfaction. The greater the degree of customers satisfaction, the stronger customer loyalty. 

The loyalty of customer to a service provider is a major influencer of repeat purchase. A 

firm that is able to achieve this goal has a greater propensity for long term survival. Specifically, 

[18] asserts that the main goal of any university is the maximization of students’ satisfaction 

while minimizing their level of dissatisfaction. It is the common belief that the ability of a 

university to ascertain the level of students’ satisfaction with services is an indication of the 

university effectiveness. When the gap between expected service deliveries is high, the students 

tend to exhibit negative attitudes. [19].conclude that any unsatisfactory service rendered to 

students will elicit negative behaviour in the form of absenteeism and truancy. 

 

Academic Service Delivery and Customers Satisfaction 

Several empirical studies have examined the connection between service delivery and 

customers’ satisfaction in educational institutions. At the global level, researchers have 

examined the teaching, research and community service of lecturers, In particular, [20] studied 

the teaching, research and community service of lecturers in a private university in Indonesia. 

Similarly, [21] investigated lecturers’ performance on the implementation of Trdharma College 

in Raya with the focus on education and teaching, community service and research.   

Furthermore, [22] study students’ perception of service delivery in a Kenya private 

university. The study reports that students were highly satisfied with lecturers’ class attendance. 

In particular, the lecturers were committed to their work as well as motivated to complete the 

course content. Furthermore, the study revealed that lectures were relevant to the students’ 



World Scientific News 167 (2022) 108-122 

 

 

-114- 

fields of study. On the basis of interpersonal relationship, [22] report that the lecturers were 

very enthusiastic, committed, had impressive personalities, excellent teaching skills and able to 

stimulate learners in their subjects. Examinations questions were fairly set and properly marked 

thus contributing to students’ overwhelming satisfaction. 

In Nigeria, [1] study of students’ satisfaction with service delivery in public universities 

in Nigeria found that majority of the respondents indicated dissatisfaction with library, hostel, 

as well as Information and communication services. The study also reported moderate 

satisfaction with health and transport services. Moreover, the researchers reported that students' 

satisfaction with service delivery in terms of library and health services significantly differed 

by their institution’s affiliation. However, the students did not exhibit any significant difference 

in their satisfaction with transport, Information Communication and Technology (ICT) and 

hostel services. 

 

 

3.  METHODS 

 

This study employs a survey research design. The study was carried out in two states in 

Nigeria’s South- South geo-political region. One public and one private university each in Edo 

and Bayelsa states were conveniently selected for the study. The population of the study 

comprised of all the undergraduate students enrolled in 2018/2019 academic session in the four 

universities. Simple random sampling technique was used to draw a sample of 1200 (800 from 

public owned, and 400 from privately owned universities) students for the study. Specifically, 

800 copies of questionnaire were administered to students in the Faculties of Management 

Sciences and Social Sciences and 400 copies to students in the Faculty of Science in Ambrose 

Alli University Ekpoma, Igbinedion University Okada in Edo state as well as University of 

Africa, Toru Orua, and Federal University Otuoke in Bayelsa state.  

A structured questionnaire with two sections A and B served as the research instrument. 

Section A dealt with respondents’ demographic data that consist of age, gender, year of study, 

university ownership and state of location. Section B consisted of 21 question items that 

measured service delivery of Lecturers, Librarians and Technologists. The questionnaire items 

were generated from literature that examined the activities of Lecturers, Librarians and 

Technologists in universities. After the pretest, a retest was conducted on the research 

instrument with the necessary adjustment to the questionnaire Consequently, a reliability test 

of the instrument using Cronbach Alpha yielded an internal consistency value of 0.858 which 

is above the threshold of 0.60 [23]. The modified questionnaire were self- administered with 

the assistance of a trained research assistant in each university. Copies of the questionnaire were 

administered to students after prior permission in their lecture halls, libraries and laboratories. 

To ensure confidentiality on the part of students, the identity of the respondents were not 

required. Similarly for the service providers, the course title/code, names of the facilitators were 

not required. In short, the respondents were to provide a general assessment of academic 

services in their universities. Students’ responses were with a five point differential scale of (1) 

Poor, (2) Bad, (3) Good, (4) Very good and (5) Excellent. Out of the 1200 copies administered, 

910 copies were retrieved and found usable which represents about 76% return rate.  

The overall mean of responses were mapped using interpretation scale adopted from [24, 

25]. The quality of service delivery were rated as (i) Poor quality with service index 1.00 - 1.80, 

(ii) Fair quality on a scale of 1.81-2.60, (iii) Good quality 2.61- 3.40, (iv) Very Good quality 
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3.41-4.20 and (v) Excellent quality 4.21-5.00. The data collected were analyzed using 

descriptive statistics of mean and standard deviation. With the aid of SPSS 23 a test of 

difference was conducted at 5% significance level. The Independent T- test was used to 

ascertain the differences in students’ level of satisfaction in both public and private universities 

in the area of study.  

 

 

4.  RESULTS / DISCUSSION 

 

Respondents’ Profile 

 

Table 1. Demographic Profile of Respondents. 

 

Dimensions Frequency (N) Percentage (%) 

Gender 

Male 400 41 

Female 510 56 

Age Bracket 

16--18 years 250 27 

19 --21 years 260 28 

22---24years 220 24 

Above 24years 180 21 

School Location 

Edo State 540 59 

Bayelsa State 370 41 

Year of Study 

1 190 21 

2 200 22 

3 315 35 

4 205 22 

Faculty 

Management 380 42 
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Social Sciences 350 38 

Science 180 20 

School Ownership 

Public 730 80 

Private 180 20 

 

 

Table 1 shows the demographic profile of the respondents. 56% of the respondents were 

females while 44% are males. The respondents’ age bracket of 19 to 21 years was the most 

frequent (28%). This is closely followed by 16 to 18years. Majority of the respondents attends 

school in Edo state just as year three (3) students were the most dominant (35%). Students in 

the Faculty of Management Sciences were most dominant (42%) in the study while majority 

(80%) of the respondents attends public universities. These findings are not unexpected. The 

results corroborates Joint Admissions Matriculation Board annual reports of the changing 

profiles of students admitted into Nigerian universities. 

 

Objective One: Students’ satisfaction with Lecturers’ service delivery in Universities in Edo 

and Bayelsa States  

 

Table 2. Students Satisfaction with Lecturers Service Delivery in Universities in Edo  

and Bayelsa States. 

 

S/N 
Assessment 

Criteria 

Public 

Mean 

Private 

Mean 

Overall 

Mean 

Standard 

Deviation 
Rank 

1 Punctuality 3.13 4.59 3.78 1.17 5th 

2 Class Management 3.17 4.87 4.00 0.98 2nd 

3 Mastery of Course 4.19 4.92 4.43 1.26 1st 

4 
Relevance of 

Recommended texts 
3.60 4.91 3.97 1.19 3rd 

5 
Accomplishment of 

tasks 
3.28 4.50 3.77 1.11 6th 

6 
Examination 

questions 
3.16 4.22 3.52 1.21 7th 

7 Students assessment 2.97 4.26 3.81 1.49 4th 

8 
Interpersonal 

relationships 
3.50 4.88 3.43 1.51 8th 

 Total 3.38 4.62 3.83 1.24  
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Table 2 indicates that students overall satisfaction with Lecturers service delivery is very 

good with a mean score of 3.83 for both samples. The overall mean of public universities is 

3.38 while private universities is 4.62. On the basis of the overall mean score of lecturers’ 

service delivery, the students rated lecturers’ mastery of subject matter highest (4.43) while 

lecturers’ interpersonal relationship was ranked the least (3.43). On the basis of university 

ownership, students in public universities considers their lecturers are very knowledgeable 4.19 

while the respondents score final assessment of examinations scripts 2.97 dissatisfactory. On 

the other hand, students in private universities, they are very satisfied with lecturers’ mastery 

of subject (4.92) while lecturers need improvement in the area of examination questions (4.22). 

It is instructive to note that students in private universities rate service delivery of their lecturers 

as very satisfactory. In fact, in all the eight criterion the least score was quality of examination 

questions (4.22) while the highest was mastery of subjects (4.92). The students in public 

universities in nearly all parameters seems to be moderately satisfied with the quality of 

Lecturers services. In conclusion, this study found that students rate Lecturers academic service 

quality as very good. This finding contradicts the results in [3] earlier study where students rate 

quality of management education fairly. The most probable reason could be the scope of study. 

This study focuses on two public and two private universities located in two states while 

[3] study though done in one public and private universities is entirely located in Edo State. 

Another possible reason for the difference could be in the number of faculties. While [3] studied 

students in one faculty, this study focused on three faculties.  

 

Objective Two: Students’ satisfaction with Librarians’ service delivery in Universities in Edo 

and Bayelsa States  

 

Table 3. Students’ Satisfaction with Librarians’ Service Delivery in Universities in Edo  

and Bayelsa States. 

 

S/N 
Assessment 

Criteria 

Public 

Mean 

Private 

Mean 

Overall 

Mean 

Standard 

Deviation 
Rank 

1 

Ability to help 

locate relevant 

materials 

3.99 4.11 3.74 0.95 1st 

2 

Capacity to 

recommend 

related literature 

3.40 4.33 3.52 1.12 3rd 

3 
Competence to 

aid research 
3.67 4.11 3.42 1.57 4th 

4 
Possession of ICT 

knowledge 
3.50 4.11 3.50 1.67 5th 

5 
Ability to surf the 

internet 
3.70 4.10 3.68 1.28 2nd 

6 
Interpersonal 

relationship 
3.00 4.34 3.41 0.95 6th 

 Total 3.54 4.19 3.04 1.25  
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The result from Table 3, shows the extent of students’ satisfaction with Librarians 

academic service delivery. Students considers Librarians service quality as good with an overall 

mean score of 3.04. In the same vein, students in both public and private universities regard 

Librarians academic service quality as very good with a mean score of 3.54 and 4.19 

respectively. Students’ rate topmost (3.74) Librarians’ ability to help locate relevant materials 

while the librarians’ friendly disposition (3.41) is of great concern. Students in private 

universities rate their Librarians higher (4.19) compared with students in public universities 

(3.54). To students in public universities, Librarians in their institutions are very competent in 

locating relevant materials even though they seem not to be very friendly (3.00). Similarly, 

students in private universities report that Librarians in their universities are very friendly (4.34) 

just as they may not be proficient in surfing the internet (4.11). In sum, students in private 

universities rate their librarians higher compared with students in public universities. In fact 

there is no metric in which public universities Librarians scored the highest.  

 

Objective Three: Students’ satisfaction with Technologists service delivery in Universities in 

Edo and Bayelsa States. 

 

Table 4. Students’ Satisfaction with Technologists Service Delivery in Universities in 

Edo and Bayelsa States. 

 

S/N 
Assessment 

Criteria 

Public 

Mean 

Private 

Mean 

Overall 

Mean 

Standard 

Deviation 
Rank 

1 

Ability to set up 

/demonstrate 

practical sessions 

3.91 4.12 3.52 0.99 5th 

2 

Requisite 

knowledge of the 

principles 

underlying 

practical 

3.87 4.21 3.78 1.87 1st 

3 
Competence to 

assist  researchers 
3.82 4.09 3.62 2.01 2nd 

4 
Evaluation of 

practical 
3.28 4.44 3.60 1.00 3rd 

5 
Interpersonal 

relationships 
3.92 4.38 3.59 1.06 4th 

 Total 3.76 4.23 3.52 1.39  

 

 

The result in Table 4 shows the extent of students’ satisfaction with academic 

technologists’ service delivery. Students overall rating of technologists indicates that 

technologists have a high understanding of the principles underlying every practical (3.78). The 

students in private university in all parameters considers their technologists deliver very high 

service quality. To these students, technologists’ evaluation of practical is highly acceptable 
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(4.44). On the other hand, students in public universities rate technologists’ service quality 

moderately. However, these students considers technologists as very cordial and friendly in 

their interpersonal relationship (3.92).  

 

Objective Four: Differences in students’ perception of satisfaction levels on the basis of 

university ownership. 

 

Table 5. T test for Equality of Mean Satisfaction on the Basis of University Ownership in  

Edo and Bayelsa States. 

 

University 

Ownership 
N Mean 

Std 

Dev. 
 

t-

value 
d.f 

Sig 2 

tailed 
Decision 

Public 730 3.01 1.85 

Equal 

variance 

assumed 

-

7.972 
840 0.001 Significant 

Private 180 3.97 0.91 

Equal 

variance not 

assumed 

-

7.416 
248.250 0.000 Significant 

 

 

A t-value of -7.972 and a p-value of 0.001 indicates a significant difference between 

students satisfaction with academic service quality and university ownership. The implication 

of this finding is that students in private universities with a mean score of 3.97 were more 

satisfied with the quality of academic services received compared with the students in public 

universities with mean score of 3.01. This study reports a significant difference in student 

perception of academic service delivery quality on the basis of ownership. This finding upholds 

[26] assertion that students perception of service quality differs depending on the environment, 

situation and atmosphere. Several reasons may account for this significant difference. 

Foremost, is the difference in the corporate vision of universities. Apart from the common 

objective of the provision of quality higher education to citizens, majority of the founders of 

private universities in Nigeria emphasizes is on job creation or high employability of their 

graduates.  Another possible reason for the differences in the level of students’ satisfaction may 

be connected with the enhanced staff personal emoluments and better conditions of service. 

This could account for the demonstrated commitment and tasks orientations of private 

universities employees.  

 

 

5.  CONCLUSION 

 

Globally, universities are recognized as centres for the acquisition of knowledge. In fact, 

universities are citadel of learning, Universities as service oriented centres are driven by the 

need of meeting if not exceeding customers’ expectations. Students as customers have expected 

academic needs. The academic activities of universities are the sole responsibilities of 

Lecturers, Librarians and Technologists. This study sought to ascertain students level of 

satisfaction with Lecturers, Librarians and Technologists academic service delivery in Nigeria’s 
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South South universities. Additionally, it is also aimed at establishing if there are significant 

variation in the level of satisfaction on ownership type.  

The study revealed that students both in public and private universities were generally 

very satisfied with the academic service delivery of lecturers. Specifically, the respondents’ 

reports that lecturers are very punctual to lectures, competent in their various subjects as well 

as examinations scripts and assignments were fairly and thoroughly assessed. The study further 

reveals that students were equally satisfied with the services of the Librarians. In particular, the 

Librarians were very willing to assist in locating relevant literature though some of them were 

not very proficient in surfing the internet. Similarly, the competence of the technologists were 

not in doubt as the technologists high competence in explaining the rationale for every practical 

as well as demonstrate them were praiseworthy. Finally, on the basis of school ownership, the 

study reveals that there were significant difference in the level of students’ satisfaction with 

academic services. Students in private universities reported a higher level of satisfaction with 

educational services compared with students in public universities. The foregoing 

notwithstanding, this paper concludes that the public can only recognize improvement in the 

university academic service delivery when the students perform well academically, their rate of 

employability increases and are able to meaningfully contribute to solving societal problems.  

 

 

6.  RECOMMENDATIONS 

 

Arising from the findings of this study, the following recommendations were made: 

1) There should be continuous assessment of students’ satisfaction with universities 

services delivery. This should be embraced as the outcome would help identify 

weaknesses in the system that could need further strengthening.  

2) University management should make more concerted effort in the recruitment of 

academics as well as providing them with proper training and motivation. Specifically, 

improvements in the behaviour and appearance of these employees would most likely 

enhance student perceptions of service quality. 

3) Management of universities in Nigeria should embrace international best practices that 

incorporates the participation of all stakeholders in the evaluation of service providers 

in tertiary institutions. 

4) This study recommends that serious attention should be paid to the processes involved 

in academic services providers’ performance evaluation. The exercise should be timely 

and the outcome should be conscientiously implemented. 
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