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Abstract

One of the primary missions and responsibilities of any university is to respond to the needs, expectations, and demands of
its students. Therefore, student satisfaction is considered one of the most important indicators for achieving quality and,
subsequently, for their survival and advancement. Accordingly, the present study was conducted with the aim of designing
a model of student satisfaction in Islamic Azad University. For this purpose, using the meta-synthesis method and by
searching domestic and international databases within the time frame from 2004 to 2024, a total of 43 studies closely related
to the research topic were ultimately selected. After conducting content analysis on these studies, the relevant dimensions
and codes were extracted. Based on the research findings, 26 concepts and 176 codes were identified and labeled under six
dimensions: educational services, research services, electronic services, facilities and infrastructure, administrative services,
and welfare services, forming the model of student satisfaction in Islamic Azad University.
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Extended Abstract

Introduction
Student satisfaction has increasingly become a critical performance indicator for higher education institutions
(HEISs), influencing institutional quality, competitiveness, and student retention (Wu et al., 2024). As the
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primary beneficiaries of educational services, students’ perceptions, expectations, and experiences directly
shape how universities are evaluated, both internally and externally (Pouratashi & Zamani, 2024). Numerous
studies highlight that student satisfaction is a multidimensional construct encompassing academic quality,
administrative efficiency, infrastructure adequacy, research opportunities, digital services, and welfare
provisions (Altinay et al., 2024; Manzoor et al., 2024).

In the educational dimension, quality teaching remains one of the strongest predictors of satisfaction, with
factors such as curriculum relevance, innovative pedagogy, effective assessment methods, and faculty—student
engagement identified as key drivers (Alshathry & Alojail, 2024; Hosseinzadeh et al., 2023). Equally
important are supportive academic environments that integrate social, psychological, and infrastructural
elements to enrich the student experience (Ribeiro et al., 2023).

Service quality frameworks in higher education often draw from established models such as SERVQUAL and
Kano, which evaluate the gap between student expectations and actual service delivery (Qasempour et al.,
2023). Research has shown that administrative efficiency, responsiveness, and transparency in university
processes significantly influence satisfaction levels (Moradipour et al., 2023). Furthermore, technological
advancements have reshaped learning environments, positioning e-learning quality, digital infrastructure, and
online support services as central components of modern satisfaction models (Chen, 2022; Wang, 2022;
Wang et al., 2022).

Internationally, satisfaction drivers extend beyond academic quality to encompass cultural integration, social
support, and financial assistance (Mahmoudzadeh Selmasi & Mahmoudi, 2022; Nemati et al., 2022).
Environmental factors, including the design and usability of public university spaces, have also been shown to
positively affect student engagement and sense of belonging (Karamati & Azimi, 2022). Institutional image
and branding further contribute to student perceptions, creating a feedback loop between satisfaction and
recruitment success (Feifei, 2021; Kanwar & Sanjeeva, 2022).

In Iran, while higher education expansion has increased access, it has also posed challenges to maintaining
consistent service quality (Soltani et al., 2021). The Islamic Azad University system, as one of the largest
private HEIs in the country, faces heightened pressure to meet student expectations in a competitive landscape
(Balochi et al., 2022). Therefore, a localized and comprehensive satisfaction model—built upon global best
practices but tailored to contextual realities—is essential for sustained improvement (Amiri Roshkhar et al.,
2020; Khademi & Soleimani, 2020; Shukla & Soneji, 2020; Zhang et al., 2020).

This study aimed to design such a model for Islamic Azad University by systematically synthesizing findings
from domestic and international research. By adopting a meta-synthesis approach, the study sought to integrate
diverse perspectives and produce a framework that addresses both global benchmarks and institution-specific
needs.

Methods and Materials

This research employed a qualitative meta-synthesis methodology to integrate and interpret findings from
previous studies related to student satisfaction in higher education. The study followed the seven-step
Sandelowski and Barroso (2007) framework for meta-synthesis. The search strategy included both domestic
and international databases (SID, Magiran, Noormags, Springer, ProQuest, Science Direct, and Emerald),
using keywords such as “student satisfaction” and ‘“higher education service quality.”

The inclusion criteria specified studies published between 2004 and 2024 (Gregorian calendar), focusing on
higher education institutions and containing empirical findings on factors affecting student satisfaction. From
an initial pool of 218 studies, 43 were selected based on relevance, methodological rigor, and data richness.
Data extraction involved coding satisfaction-related factors, categorizing them into thematic concepts, and
clustering them into overarching dimensions. Reliability was verified using Cohen’s Kappa, with an agreement
score of 0.716 indicating acceptable inter-coder consistency.
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Findings
The meta-synthesis identified 176 codes, grouped into 26 concepts and clustered into six overarching
dimensions:

1. Educational Services — Including the quality of educational content, faculty performance, academic
planning, professional ethics, and fairness of academic assessment. Indicators encompassed relevance
and currency of course content, teaching methods, adherence to curriculum, timely feedback, and
faculty—student interaction.

2. Research Services — Comprising supervisory quality, library resources, academic programming, and
research support. This included faculty guidance during thesis preparation, access to updated library
materials, research workshops, and funding opportunities.

3. Facilities and Infrastructure — Covering classroom adequacy, modern equipment availability, and
library space quality. Examples included sufficient classroom space, proper ventilation and lighting,
and up-to-date laboratory equipment.

4. Electronic Services — Encompassing virtual learning quality, online service management, and IT
infrastructure. This involved video conferencing facilities, user-friendly university websites, reliable
internet access, and updated software/hardware.

5. Administrative Services — Relating to managerial responsiveness, staff conduct, and clarity of
administrative processes. Key factors included accessibility of administrators, respectful treatment, and
transparent registration procedures.

6. Welfare Services — Including sports and recreation, dormitory quality, cultural activities, healthcare,
counseling, and financial support. This covered dormitory hygiene, sports facilities, cultural programs,
medical services, and scholarships or tuition support.

Overall, the results underscored that satisfaction is shaped by a combination of academic quality, institutional
support structures, technological integration, and student life amenities.

Discussion and Conclusion

The findings highlight that educational services are the primary drivers of student satisfaction at Islamic Azad
University. Faculty performance—both in terms of pedagogical expertise and interpersonal engagement—
emerged as a critical determinant, aligning with previous studies that emphasize the centrality of teaching
quality in shaping academic experiences (Alshathry & Alojail, 2024; Hosseinzadeh et al., 2023; Wu et al.,
2024). Well-structured academic programs and ethical teaching practices further reinforced satisfaction,
echoing global findings that transparent and supportive educational environments foster positive student
perceptions (Manzoor et al., 2024; Pouratashi & Zamani, 2024).

In the research dimension, access to adequate resources, effective supervision, and institutional encouragement
for scholarly activities played a vital role. Similar to (Moradipour et al., 2023) and (Nemati et al., 2022),
this study confirms that research-related support strengthens academic engagement and contributes to overall
satisfaction. The findings also suggest that integrating research with industry partnerships and providing
international opportunities could further enhance this dimension (Kanwar & Sanjeeva, 2022; Mahmoudzadeh
Selmasi & Mahmoudi, 2022).

Facilities and infrastructure were found to significantly influence students’ daily learning experiences.
Adequate classroom conditions, modern laboratories, and comfortable library spaces were frequently cited as
factors enhancing academic productivity. These results align with (Karamati & Azimi, 2022) and (Ribeiro et
al., 2023), who argue that physical environments directly impact motivation and academic outcomes.
Electronic services emerged as a defining factor in the post-pandemic academic landscape. The study confirms
(Balochi et al., 2022; Chen, 2022; Wang et al., 2022) in demonstrating that reliable IT infrastructure, well-
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managed virtual learning environments, and efficient online administrative systems are now integral to student
satisfaction.

Administrative services were identified as essential for fostering trust and a sense of institutional support.
Respectful staff interactions, accessible administrators, and clear procedural guidelines contributed
significantly to satisfaction, corroborating findings by (Bwachele et al., 2023) and (Gabbianelli & Pencarelli,
2023).

Finally, welfare services—often perceived as secondary to academic quality—proved to be important for
holistic student well-being. This is consistent with (Feifei, 2021; Shukla & Soneji, 2020; Zhang et al., 2020),
who highlight that non-academic services such as health care, counseling, and recreational activities influence
both student retention and institutional reputation.

In conclusion, the proposed model provides a comprehensive framework for understanding and enhancing
student satisfaction at Islamic Azad University. By integrating educational, research, infrastructural,
technological, administrative, and welfare dimensions, the model offers a strategic tool for continuous quality
improvement. Implementation of this framework can help the university maintain competitiveness, attract
high-quality students, and improve long-term institutional performance in the evolving higher education sector.
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