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Abstract 
This study evaluates the level to which academic related factors affect the overall 

satisfaction of students in Federal Polytechnic Bauchi, Nigeria. This research 

specific objective was to assess lecturer performance and students’ satisfaction; 

to evaluate the effect of student- lecturers’ interaction on the student and also to 

determine if students are satisfied with the Courses undertaken. This study was 

quantitative in nature using five point scale satisfaction questionnaire as a tool of 

collecting primary data, from the sample size of 312 students in Federal 

Polytechnic Bauchi, Nigeria. Three key factors were embraced and formulated as 

a conceptual model in testing this study. Data analysis included descriptive and 

hypothesis testing was performed using Pearson’s product moment correlation 

and multiple regressions. Conclusion was made that Student-lecturer interaction 

needs to be greatly encouraged in implementing their teaching and learning 

activity; this is to encourage the students to be interested in the learning too. The 

study concluded that on student- lecturer interaction; lecturers should encourage 

students to become actively involved in the courses discussions; they also agreed 

that lecturers should provide feedback on student work through comments and 

students should also interact with the lecturers during the courses discussions.  It 

is important for lecturers to establish good relationship with their students in 

order to increase students’ satisfaction as students are the major clients of the 

school and finally Lecturers need to treat students fairly and respect them. 
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Introduction 
Satisfaction is a well-studied topic in both 

academic and non-academic (workplace) 

settings. In academic settings, students’ 

satisfaction data helps Colleges, 

Polytechnics and universities make their 

curriculum friendlier to the desires of a 

varying market (Songsathaphorn, Chen, 

& Ruangkanjanases, 2014). 

Satisfaction is a feeling of happiness or 

pleasure because you have achieved 

something or got what you wanted. 

(Longman Dictionary of Contemporary 

English), the worthy emotion that you 

have when you have accomplished 

something; something that gives you 

good feelings. (Oxford Advanced 

Learner’s Dictionary). Customer 

satisfaction is a degree of how an 

organization’s total product 

accomplishes in relation to set of 

customer’s expectations (Parasuraman, 

Zeithaml, & Berry, 1994). Customer 

satisfaction hinge on the product’s 

alleged performance relative to a buyer’s 

expectations. If the service performance 

falls short of expectations, the customer 

is dissatisfied. If performance ties 

expectations, the customer is satisfied. If 

performance exceeds expectations, the 

customer is highly satisfied and delighted 

(Kotler, Bowens, & Makens, 2014). Most 

of the schools which make a huge mistake 

face a lot of problems because they don’t 

pay adequate care to their customer 

satisfaction. The greatest competitive 

advantage against contestants is to keep 

client satisfied (Băcilă, Pop, Scridon, & 

Ciornea, 2014). The increasing request 

and growing consumer knowledge with 

flexible education programs to sustain 

career development and enduring 

learning has better people’s expectations 

for good instruction, operational 

educational outcome, and lastly students’ 

satisfaction (Băcilă, Pop, Scridon, & 

Ciornea, 2014). Dollah, Mansor, & 

Mohamed, (2012) and Duong, (2016) 

argued that in any educational institution, 

the satisfaction of a student can be 

ascertained from his level of preference 

as well as the efficiency of the education 

that the scholar experiences. Students 

with higher levels of satisfaction towards 

various aspects of education are reported 

to show significantly higher altitudes of 

satisfaction (Ali & Ahmad, 2011). In this 

respect, specifically lecturers can 

increase their students' satisfaction by 

considering the key factors of student 

satisfaction (Croxton, 2014). 

This research concentration is on factors 

influencing students’ satisfaction in 

Federal Polytechnics Bauchi Nigeria. The 

Polytechnic environment is experiencing 

important changes that have to be 

managed well in order to ensure the 

Polytechnic’s survival. The ever 

changing higher educational environment 

puts most of the institutions on their toes 

in this highly competitive business. The 

services that satisfied students in previous 

years may be different now especially 

with new technologies, techniques, skills 

and knowledge needed in the field of their 
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studies (Duong, 2016).  

One of the most distinguished changes is the appearance of new needs from different 

sets of students. Students from each intake come with diverse needs and anticipations. 

In order to survive and be effective, the Polytechnic need to look into these needs. 

Students sometimes match the educational services provided by a specific institution 

with other educational service provider before they make up their minds as to which 

is the best selection (Sojkin, Bartkowiak, & Skuza, 2012). It has also been said that 

organizations or business make suppositions about what is essential to the consumers, 

only to determine late that what the customer values are different from what the 

business presumed they cherished (Sahin, 2014).  

In this study, however, the factors are conceptualized as “Lecturers’ performance, 

interaction and the overall course evaluation”. This study intends to contribute to 

existing knowledge by determining the level to which these three factors affect 

students’ satisfaction with focus on sampled students. Despite the many studies on 

student satisfaction with college-related issues, there is a lack of research on students’ 

satisfaction with these key factors in federal Polytechnic Bauchi.  

The objective of the study was to examine how lecturers performance influence 

students’ satisfaction, evaluate the effect of student- lecturers’ interaction on the 

student satisfaction and also determined if students are satisfied with the Courses 

undertaken  

 

Students Satisfaction  

According to Elliott & Shin, (2002), student satisfaction is “the favorability of a 

student’s personal assessment of the several results and experiences related to 

education. Student satisfaction is being molded frequently by recurrent experiences in 

campus life” Student satisfaction can be seen as customer satisfaction. 

Nowadays speedy growth of colleges and universities push them to reason otherwise 

about the role of student satisfaction for their sustained survival. The emphasis on 

market-driven tactics in the global education has received substantial attention among 

universities all over the world. It entails not only to appeal but also to preserve students 

in this competitive environment (Arambewela & Hall, 2009). Consequently, they need 

to recognize their target markets and adjust their submissions to meet individual’s 

needs. 

There are numerous approaches used to measure student satisfaction. As point out by 

Kotler, Bowens, & Makens, (2014), intermittent investigations can trail their 

satisfaction directly and also ask the respondent’s disposition to recommend the 

institution to others. Displeased students may cut down on the number of courses or 

drop out of Polytechnic or universities entirely. 
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Student satisfaction is not just reliant on the teaching thoughtfulness only, but there 

should be a detailed investigation to find out the whole significant factors that 

contribute to the student satisfaction. Measuring student satisfaction is not an easy task 

to attempt. Therefore, the critical factors or variables used to evaluate student 

satisfaction differ from one researcher to another. 

 

Lecturers Performance and Student Satisfaction 

In a school environment, the Lecturer is obligatory to have an innovative set of abilities 

for success since modern technologies brings as much modification to Lecturers as 

they do to students (Arif, Ilyas, & Hameed, 2013). Now, the roles of the Lecturers 

change from being the principal source of students’ awareness to being the director of 

the students’ knowledge resources (Croxton, 2014). Furthermore, in an effective 

learning environment, Lecturers plays a central role. It is not only because of 

technology but practical accomplishment of the technology that has certain effects on 

teaching (Roberts & Styron, 2009) 

Lecturers have a positive role to make the learning environment effective. For this 

purpose, Lecturers must guarantee required level of communications and discussions 

with their students (Croxton, 2014). However, interaction is different in this 

environment (Ali & Ahmad, 2011) with further stress on the Lecturers role as a 

moderator between the student and the resources or between the student and the 

equipment (Ali & Ahmad, 2011). Lecturer need to know the increased range of 

students, and then subsequently define the type of test plans and assessment strategies 

which might encourage and inspire students (Băcilă, Pop, Scridon, & Ciornea, 2014). 

In education, there are definite factors and situations, which are closely associated to 

the skilled development of a Lecturer, and to improve the instruction quality of 

Lecturers, it is essential for the Lecturers to deliberate on these factors. Education 

needs a diverse set of expertise and comprises of diverse tasks (Elliott & Shin, 2002; 

Duong, 2016). 

 

Student- Lecturers Interaction and Student Satisfaction 

In education, communication frequently appears as a defining characteristic of quality 

learning experiences. Similarly, it is recognized communication is a dynamic force for 

persuading student’s inspiration and the accomplishment of learning results (Tessema, 

Ready, & Yu, 2012). Ali & Ahmad, (2011) reported three types of interactions: 

Student-content; student-instructor; and student-student. Croxton, (2014) also 

established the significance of these three types of interfaces for student satisfaction 

in education; timely and quality interaction among students and between student and 

their lecturers, and lastly between students and their course content (Suarman, 2015). 
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According to other scholars, the general efficiency and success of education hinge on 

the interaction which is an important element to a student learning (Sahin, 2014). In 

order to increase student’s interactions, the lecturer may give a participation mark. 

Furthermore, lecturers should be able to recognize the varied nature of students, 

involve them in discussions and inspire student to student interactions (Özgüngör, 

2010). 

In education, the instantaneous availability of the information, support, and response 

by the lecturer determine the students’ satisfaction (Boateng, 2012). At whatever time, 

due to technical difficulties, this accessibility is disturbed or deprived of; students get 

unsatisfied (Willkins & Balakrishnan , 2013). In fact, achievement in learning 

environment is influenced by the level of interaction between students and lecturers 

that is required to stimulate good results (Long, Ibrahim, & Kowang, 2014). Due to 

learning environment, the lecturer gets more time to directly interact and spend on 

each individual student so that most students track a defined and developed learning 

(Rienties, Li, & Marsh, 2015). Therefore, Lecturers should continue to have contact 

with students even through e-mail and social media and online forum discussions 

(Alarcia & Bravo, 2012) 

 

Course Evaluation and Student Satisfaction 

The learning allows students to contribute in the educational process by exploring with 

the lesson material (Tóth & Jónás, 2014). Particularly the subjects that involve 

discussion, brainstorming, and reflection are best suited to the online format (Wode & 

Keiser, 2011). Along with this, course design must have rich communication 

prospective, as the level of communication has a strong influence upon students' 

satisfaction, and retention (Carbone, et al., 2014) Objects confirmed to be suitable for 

valuation include basic lecturers information, basic course information, hardware and 

software requirements and tech support contacts, measurable learning objectives, 

active communication, course organization and navigability, and minimized 

interruptions such as animation (Hathorn & Hathorn, 2010). 

Stark & Freishtat, (2014) defined interaction as interaction with a course content, 

conversation and group effort, interpersonal skills, and need for support. Additionally, 

Stark & Freishtat added that students demonstrated a preference for innovative course 

delivery such as collaboration through ongoing interaction with peers and lecturers, 

case studies, interpretations followed by discussions. According to Costa, Cardoso, 

Lima, Ferreira, & Abrantes, (2015), students expect three things from a lecturer in, 

which are supportive materials, some meetings and finally his accessibility at the time 

when they need. Besides, three factors such as interaction with lecturers and active 

discussion among students and simplicity of course design, which significantly 

influenced students' satisfaction and perceived learning (Berk, 2013). Likewise, Ali & 
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Ahmad, (2011) argued that direct interaction with students are highly correlated with 

students’ satisfaction. 

According to Al-Kuwaiti & Maruthamuthu, (2014) students preferred constant course 

structure so that navigation does not change from one course to another. Students are 

unfulfilled when their courses are poorly planned, and when lecturers did not 

participate in discussions or responded to questions within a very limited time 

(Moreno-Murcia, Torregrosa, & Pedreño, 2015). There may be a likelihood that this 

frustration may change into a poor learning outcome for students. Hence, in learning 

environment, receiving student feedback about their needs and preferences is essential 

for a positive design and implementation (Sahin, 2014). 

 

Student Satisfaction and Retention Model (SSRM) 

To measure student satisfaction, DeShields, Kara and Kaynak (2005) made used an 

adapted form of Keaveney and Young (1997) Student Satisfaction and Retention 

Model, which comprised of an inclusive set of independent variables that in answer 

was associated to student satisfaction. They tried the model and concentrated on the 

links between faculty performance, advising staff performance, and classes and 

considered that these factors were the most important variables and critical in 

persuading students’ experience with a university, which in turn influence on overall 

student satisfaction. It is known that satisfaction level is determined by the variance 

between the service performance as alleged by customer and what the customer 

presumes (Parasuraman, Zeithaml, & Berry, 1985). Though, there are several variables 

that could influence students’ perceived performance but the core services provided 

by institutions are normally instruction, and student advertisement. Thus, these three 

major factors were focused in (DeShield, Kara, & Kaynak, 2005). 

The results of their study indicated that faculty performance (lecturer) and classes were 

key factors which had a significant influence on the student’s college experience, and 

student’s college experience was positively related to their satisfaction and intentions 

to stay at college or university. In addition, students who had a positive college 

experience were more satisfied with their college or university than students who did 

not have positive college experience. 

 

Table 1 Correlations Matrix 

 

 1 2 3 4 

1. Student-Lecturer 

Interaction 

Pearson 

Correlation 

1    

Sig. (2-tailed)     
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N 312    

2. Lecturer’s 

Performance 

Pearson 

Correlation 

.020 1   

Sig. (2-tailed) .730    

N 312 312   

3. Course Evaluation Pearson 

Correlation 

.395** .186** 1  

Sig. (2-tailed) .000 .001   

N 312 312 312  

4. Student’s Satisfaction Pearson 

Correlation 

.334** .270** .533** 1 

Sig. (2-tailed) .000 .000 .000  

N 312 312 312 312 

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

Source: field survey (2019) 

 

Results in Table 4.13 shows a positive correlation existed between student’s 

satisfaction on one hand and lecturer’s performance, course evaluation and student-

lecturer interaction on the other. However, all the correlations were statistically 

significant (p-value < 0.05). It was, therefore, concluded that there was significant 

correlation between student’s satisfaction on one hand and lecturer’s performance, 

course evaluation and student-lecturer interaction.  

 

Table 2 Model Summary 

Model R R Square Adjusted R Square Std. Error of the 

Estimate 

1 .579a .335 .329 .68350 

a. Predictors: (Constant), Course Evaluation, Lecturer’s Performance, Student-

Lecturer Interaction 

Source: field survey (2019) 

 

The results presented in Table 14 present the fitness of model used of the regression 

model in explaining the study phenomena. Course Evaluation, Lecturer’s Performance 

and Student-Lecturer Interaction were found to be satisfactory variables in 

performance. This is supported by coefficient of determination also known as the R 

square of 33.5%. This means that course evaluation, lecturer’s performance and 

student-lecturer interaction explain 33.5% of the variations in the dependent variable 
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which is student’s satisfaction. This results further means that the model applied to 

link the relationship of the variables was satisfactory. 

 

Table 3 ANOVAa 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 Regression 72.646 3 24.215 51.834 .000b 

Residual 143.887 308 .467   

Total 216.533 311    

a. Dependent Variable: Student’s Satisfaction 

b. Predictors: (Constant), Course Evaluation, Lecturer’s Performance, Student-

Lecturer Interaction 

Source: field survey (2019) 

 

In statistics significance testing the p-value indicates the level of relation of the 

independent variable to the dependent variable. If the significance number found is 

less than the critical value also known as the probability value (p) which is statistically 

set at 0.05, then the conclusion would be that the model is significant in explaining the 

relationship; else the model would be regarded as non-significant. 

Table 4.15 above provides the results on the analysis of the variance (ANOVA). The 

results indicate that the overall model was statistically significant. Further, the results 

imply that the independent variables are good predictors of performance. This was 

supported by an F statistic of 51.834 and the reported p value (0.000) which was less 

than the conventional probability of 0.05 significance level. 

 

Table 4 Regression Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 (Constant) -.800 .418  -1.912 .057 

Student-Lecturer 

Interaction 

.210 .067 .158 3.123 .002 

Lecturer’s 

Performance 

.340 .086 .186 3.933 .000 

Course Evaluation .663 .078 .436 8.458 .000 

a. Dependent Variable: Students’ Satisfaction 

 Source: field survey (2019) 

http://en.wikipedia.org/wiki/Significance_testing
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Thus, the optimal model for the study is; Students’ Satisfaction = -.800 + 0.210X1 

+0.340X2+0.663X3 

 

X1= Student-Lecturer Interaction   

X2= Lecturer’s Performance 

X3= Course Evaluation 

Regression of coefficients results in Table 4.16 shows that Student-Lecturer 

Interaction had a positive and significant effect on Students’ Satisfaction (r=0.210, 

p=0.002). Results from the regression analysis further indicated that Lecturer’s 

Performance had a positive and significant effect on Students’ Satisfaction (r=0.340, 

p=0.000). Lastly, results indicated that Course Evaluation had a positive and 

significant effect on Students’ Satisfaction (r=0.663, p=0.000). 

 

Discussion  

Student-lecturer interaction needs to be greatly encouraged in implementing their 

teaching and learning activity; this is to encourage the students to be interested in the 

learning too. The study can be concluded that on student- lecturer interaction; it 

revealed that lecturers actually encouraged students to become actively involved in the 

courses discussions; they also agreed that lecturers provided feedback on student work 

through comments and students also interact with the lecturers during the courses 

discussions.  

Findings of this study confirm that Lecturer’s Performance shows that students are 

undecided to say how lecturers treat students fairly and lecturers do not treat all 

students with respect. It can also be concluded that students’ perception on the 

lecturers’ teaching quality definitely has certain impact on their satisfaction. This is 

also proven by a study conducted by Kusumandari (2006) who found that several 

significant factors which contributed to students’ satisfaction were the learning 

process, the environment of the campus, services, facilities and security.  

Furthermore; the construct on course evaluation shows that students have valuable 

learning experiences from their courses, students assignments were relevant and useful 

in indicated that course materials were relevant and useful and expectations were 

clearly stated either verbally or in the syllabus also the testing and evaluation 

procedures were fair while the workload was appropriate for the hours of credit. 

Students agreed that they are satisfied with their decision to attend this Polytechnic 

and if they have choice to do it all over again, they will still enrol in the Polytechnic 

they confirmed that their choice to enrol in this Polytechnic was a wise one and 

therefore they are happy on their decision to enrol in this Polytechnic. Satisfaction is 

an achievement of personal experience through involvement in activities provided by 

the school. Results of the studies have proven that there is a significant correlation 
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between student’s satisfaction on one hand and lecturer’s performance, course 

evaluation and student-lecturer interaction. 

According to Elliott and Shin (2002) satisfaction is a good variable to be studied 

because it is beneficial for students and it is related to the courses offered, the 

improvement of motivation and it is also a winning force. In overall, it can be 

concluded that student-lecturer interaction, lecturer’s performance and course 

evaluation had a positive and significant effect on students’ satisfaction and 

significantly enhances students’ satisfaction. Hence, it is important for lecturers to 

establish good relationship with their students in order to increase students’ 

satisfaction as students are the major clients of the school. Students always hope to 

establish good relationship with their lecturers, as the relationship would motivate the 

students to do better. Apart from that, lecturers need to be competent in handling their 

lessons for the purpose of achieving effective and meaningful teaching and learning 

experience. 

 

Implications 

Polytechnic lecturers are specialists with enormous tasks to constantly develop the 

worth of their teaching and learning. Therefore, they need to equip themselves with 

scholarly and effective current teaching methods and approaches. Effective teaching 

does influence effective learning, and such, it is vital for lecturers to know their 

students’ perception on the lecturers and their teaching. Perception reactively 

influences the relationship between lecturer and his/her students in the class, which 

relatively contributes to their students’ academic performance either negative or 

positively. A lecturer has to be efficient and competent particularly in handling his/her 

teaching and learning activities. It is important for lecturers to continuously improve 

and develop their competencies particularly on teaching and to enrich themselves with 

the current knowledge, information and technologies. In the case of this study, it was 

found that students of the Federal Polytechnic Bauchi, perceived the level of lecturers 

competencies in teaching and learning is still at the moderate or average level. 

Lecturers are the most important staff who is responsible for the outcomes of students’ 

achievement through their teaching and supervision. Their professionalism and 

professional development are important factors to increase teaching effectiveness and 

to improve an institution. A lecturer is not simply a presenter or knowledge instructor, 

but a key role in a student’s life as an advocate, mentor, motivator, moulder, facilitator, 

parent and lastly as an assessor. Therefore, it is important for lecturers to establish and 

improve a relationship with their students at least for the purpose of achieving the 

objectives of the roles. In addition, effective teaching requires a lecturer to diversify 

his/her elements of teaching and learning, such as applying various teaching methods, 

preparing teaching aids, in-depth understanding of the subject to be taught, understand 
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students ability especially in receiving the lesson, to motivate students, to control 

students behaviours, to group students and to evaluate them. The quality of teaching 

refers to the ability of the presenter/lecturer to deliver contents or teaching skills that 

can be easily understood by students, in a memorable and fun way. 

 

Conclusion  

This study has successfully demonstrated that the relationship between a lecturer and 

students is an important factor which determines lecturers’ quality in teaching and 

contributes to students’ satisfaction. Apart from that, a lecturer needs to be proficient, 

approachable, entertaining, helpful, self-determining and competent in performing 

his/her teaching duties. Student-lecturer interaction needs to be greatly encouraged in 

implementing their teaching and learning activity. Thus, students’ opinions, view and 

their needs should not be neglected but they are essential to enhance a better quality 

of teaching and learning. Due to that, great efforts should be taken as the top priority 

and taken seriously as one of the management’s main agendas in improving the quality 

of teaching and learning 

 

Recommendation  

Student-lecturer interaction needs to be greatly encouraged in implementing their 

teaching and learning activity; this is to encourage the students to be interested in the 

learning too.  

Lecturers need to provide feedback on student work through comments and students 

also interact with the lecturers during the courses discussions.  

It is important for lecturers to establish good relationship with their students in order 

to increase students’ satisfaction as students are the major clients of the school. 

Lecturers need to treat students fairly and lecturers respect students. 
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