
See discussions, stats, and author profiles for this publication at: https://www.researchgate.net/publication/331531658

Effect Of Service Quality On Students’ Intention To Provide Funding Support

To Private Universities In Ghana: The Mediating Role Of Students’ Satisfaction

Article · May 2018

DOI: 10.14738/assrj.55.4544.

CITATIONS

0
READS

175

3 authors:

Some of the authors of this publication are also working on these related projects:

Health Services Marketing View project

Electronic/Digital Marketing View project

Frank Frimpong Opuni

Accra Technical University

24 PUBLICATIONS   104 CITATIONS   

SEE PROFILE

Stephen Banahene

CHRISTIAN SERVICE UNIVERSITY COLLEGE

11 PUBLICATIONS   52 CITATIONS   

SEE PROFILE

Jerry Jay Kraa

CHRISTIAN SERVICE UNIVESITY

6 PUBLICATIONS   65 CITATIONS   

SEE PROFILE

All content following this page was uploaded by Frank Frimpong Opuni on 06 March 2019.

The user has requested enhancement of the downloaded file.

https://www.researchgate.net/publication/331531658_Effect_Of_Service_Quality_On_Students%27_Intention_To_Provide_Funding_Support_To_Private_Universities_In_Ghana_The_Mediating_Role_Of_Students%27_Satisfaction?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_2&_esc=publicationCoverPdf
https://www.researchgate.net/publication/331531658_Effect_Of_Service_Quality_On_Students%27_Intention_To_Provide_Funding_Support_To_Private_Universities_In_Ghana_The_Mediating_Role_Of_Students%27_Satisfaction?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_3&_esc=publicationCoverPdf
https://www.researchgate.net/project/Health-Services-Marketing?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_9&_esc=publicationCoverPdf
https://www.researchgate.net/project/Electronic-Digital-Marketing?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_9&_esc=publicationCoverPdf
https://www.researchgate.net/?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_1&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Frank-Opuni?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_4&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Frank-Opuni?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_5&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Frank-Opuni?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_7&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Stephen-Banahene?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_4&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Stephen-Banahene?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_5&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Stephen-Banahene?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_7&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Jerry-Kraa?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_4&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Jerry-Kraa?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_5&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Jerry-Kraa?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_7&_esc=publicationCoverPdf
https://www.researchgate.net/profile/Frank-Opuni?enrichId=rgreq-537fc6d7eb438e0819013775a7bb0815-XXX&enrichSource=Y292ZXJQYWdlOzMzMTUzMTY1ODtBUzo3MzM0MDM2NDEwMzI3MDRAMTU1MTg2ODQ2MjA2OQ%3D%3D&el=1_x_10&_esc=publicationCoverPdf


	
Advances	in	Social	Sciences	Research	Journal	–	Vol.5,	No.5	
Publication	Date:	May.	25,	2018	
DoI:10.14738/assrj.55.4544.	

	

Banahene,	 S.,	 Kraa,	 J.	 J.,	&	Opuni,	 F.	 F.	 (2018).	 Effect	Of	 Service	Quality	On	 Students’	 Intention	 To	 Provide	 Funding	 Support	 To	
Private	Universities	In	Ghana:	The	Mediating	Role	Of	Students’	Satisfaction.	Advances	in	Social	Sciences	Research	Journal,	5(5)	138-
152.	

	

	

	
Copyright	©	Society	for	Science	and	Education,	United	Kingdom	 138	

	

Effect	Of	Service	Quality	On	Students’	Intention	To	Provide	
Funding	Support	To	Private	Universities	In	Ghana:	The	

Mediating	Role	Of	Students’	Satisfaction	
	

Stephen	Banahene		
Lecturer,	Christian	Service	University	College.	School	of	Business		

	
Jerry	Jay	Kraa		

Lecturer,	Christian	Service	University	College,	School	of	Business		
	

Frank	Frimpong	Opuni	
Accra	Technical	University,	school	of	Business	

	
ABSTRACT	

The	 study	 investigates	 the	 effect	 of	 service	 quality	 on	 students’	 intention	 to	 provide	
funding	 support	 to	 private	 universities	 in	 Ghana,	 the	 mediating	 role	 of	 students’	
satisfaction.	 600	 students	 were	 selected	 from	 6	 private	 universities	 of	 which	 421	
responses	 were	 useable	 representing	 70.16%	 response	 rate.	 Purposive	 and	
convenience	 sampling	 techniques	 were	 adopted	 in	 selecting	 respondents.	
Questionnaire	 was	 used	 for	 data	 collection.	 Stata	 version	 13	 and	 IBM	 Statistical	
Package	 for	 Social	 Sciences	 version	 20	were	 the	 software	 used	 in	 data	 analysis.	 The	
study	made	 use	 of	 Structural	 Equation	 Model	 for	 data	 analysis.	 Confirmatory	 Factor	
Analysis	was	also	used	for	data	purification	in	achieving	fit	indices.	The	research	found	
that	 HEdPERF	 positively	 and	 significantly	 affects	 students’	 satisfaction	 and	 their	
intention	 to	 provide	 funding	 support	 to	 Private	University.	 Students	 satisfaction	 also	
positively	and	significantly	impact	on	student’s	intention	to	provide	funding	support	to	
Private	 University.	 As	 regards	 the	 mediation	 effect,	 customer	 satisfaction	 partially	
mediates	the	relationship	between	HEdPERF	and	intention	to	provide	funding	support	
to	 Private	 Universities.	 Managers	 and	 policy	 makers	 must	 take	 action	 to	 improve	
students’	intention	to	provide	funding	support	to	Universities	by	promoting	Reputation	
and	Access	issues	in	tertiary	education.	
	
Keywords:	 HEdPERF	 Scale,	 Service	 Quality,	 Intention	 to	 Provide	 Funding	 Support,	
Satisfaction	

	
INTRODUCTION		

Higher	education	funding	has	been	one	of	the	top	priorities	in	many	countries’	policy	agenda.	
In	Ghana,	the	government	has	established	Ghana	Education	Trust	Fund	(GETFUND)	to	provide	
funding	support	to	the	country’s	educational	needs.	In	recent	years,	the	number	of	universities,	
both	public	and	private	have	increased	with	attended	funding	challenges.	As	an	alternative	to	
conventional	Private	University	funding	through	students’	fees,	some	Private	Universities	have	
developed	 funding	 models	 that	 have	 students	 as	 key	 stakeholders	 maintain	 the	 ultimate	
quality	 delivery.	 	 Most	 customers	 for	 that	 matter	 students	 have	 perception	 on	 the	 general	
quality	level	of	a	service	comparing	it	to	other	available	alternatives		(1).	The	study	beliefs	that	
the	relationship	between	students	and	the	educational	institutions	they	attended	is	more	like	a	
therapy	 than	 business.	 In	 the	 Ghanaian	 Private	 University	 population,	 there	 are	
businesspersons	 with	 established	 businesses	 and	 others	 occupying	 high	 political	 and	 social	
positions.	These	huge	 resources	 can	be	 leveraged	 to	 the	advantage	of	Private	Universities	 in	
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terms	of	 their	 funding	needs	as	they	strife	 to	meet	students’	needs.	(2)	 is	of	 the	opinion	that	
when	higher	quality	product	are	delivered,	there	is	a	possibility	of	higher	purchase	intention	
hence	the	desire	of	private	Universities	to	reap	their	benefits	from	student	who	pass	through	
the	institution.	 	As	regards	public	higher	educational	institutions,	circumstances	are	changing	
as	public	funding	for	higher	education	is	set	to	plummet.	In	Ghana,	some	civil	society	groups,	
individuals	and	Old	Students	Associations	have	join	the	effort	improve	education	funding.	It	is	
still	important	that	those	who	benefit	the	most	from	educational	institutions	should	take	huge	
interest	to	sustain	the	institutions.	However,	the	interest	of	such	beneficiaries	does	not	happen	
by	accident.	Some	factors	can	cause	the	interest	to	support	academic	institutions	to	happen	the	
more.	 This	 student-driven	 approach	 to	 involve	 students	 in	 the	 funding	 model	 of	 Private	
Universities	 has	 the	 potential	 to	 find	 out	 the	 important	 constructs	 that	 affect	 intention	 to	
provide	funding	support	to	universities.		
	
Intention	 to	support	university	 is	an	 implied	promise	 to	one’s	self	 to	provide	any	support	 to	
university	 during	 and	 after	 completing	 programme	 of	 study.	 This	 intention	 is	 substantially	
important	 because	 universities	 operate	 on	 different	 sources	 of	 funding	 to	 achieve	 their	
academic	mandate.	 Intention	 to	 support	 further	 depicts	 the	 impression	 of	 existing	 students	
and	alumni	involvement	in	the	affairs	of	universities.	Different	factors	can	influence	students’	
intention	to	support	university	whiles	studying	and	after	completing	programmes	of	study.		
	
The	 higher	 education	 institutions	 are	 facing	 tremendous	 competitions	 in	 attracting	 full-fee	
paying	 students	 and	 thus,	 they	 are	 moving	 towards	 marketing	 approach	 to	 attracting	 and	
retaining	 students.	 Some	 studies	 have	 confirmed	 that	 the	 higher	 education	 sector	 can	 be	
considered	as	a	marketplace	and	university	education	 is	 a	marketable	 service	 	 (3);	 	 (4).	The	
implication	from	this	is	that	universities	can	only	be	successful	as	long	as	their	students	(who	
are	the	primary	customers)	are	offered	with	something	that	they	wish	to	buy	and	at	a	quality	
they	 feel	 to	 be	 acceptable.	 Universities	 are	 realizing	 that	 they	 are	 business	 entities	 and	 like	
others	 they	 must	 compete	 for	 resources	 and	 students,	 both	 in	 the	 local	 and	 international	
markets		(5).	The	researchers	believe	that	educational	institutions	stand	to	gain	higher	return	
from	students	when	such	students	successfully	complete	their	programme	of	study	and	occupy	
rightful	 positions	 in	 the	 society.	 This	 means	 that	 good	 investment	 is	 required	 during	 the	
studentship	 experience	 to	 prepare	 to	 attract	 such	 a	 return.	This	 study	 believes	 that	 service	
quality	and	students’	satisfaction	can	be	leveraged	to	attract	higher	return	on	higher	education	
institutions’	investment	made	in	student.			
	

LITERATURE	REVIEW		
Service	quality	and	intention	of	Customers		
Service	quality	is	customer	perception	on	the	general	quality	level	of	a	service	with	regard	to	
the	 purpose	 of	 that	 service	 as	 compared	 to	 other	 alternatives	 (1).	 Service	 quality	 is	 usually	
based	 on	 key	 dimensions	 that	 consist	 of	 service	 specifications.	 The	 identification	 and	
measurement	of	service	quality	dimensions	are	useful,	but	researchers	should	not	forget	that	
service	 quality	 is	 a	 general	 perception.	 Service	 quality	 can	 be	 a	 good	 factor	 in	 assessing	
customers’	intention	to	purchase	or	support	education	institution	attended.(6)	have	concluded	
that	if	a	product	has	a	better	quality,	customer	will	be	more	inclined	to	purchase	it.	In	addition,	
these	 authors	 have	 emphasized	 that	 product	 quality	 has	 a	 positive	 impact	 on	 customers’	
purchase	 intention.	 (7)	 	 has	 found	 that	 higher	 quality	 product	 creates	 higher	 purchase	
intention.	 (8)	 have	 investigated	 the	 effect	 of	 product	 quality	 on	 purchase	 intention.	 They	
collected	 242	 questionnaires	 and	 found	 that	 product	 quality	 has	 a	 significant	 and	 positive	
effect	 on	 purchase	 intention.	 This	 study	 also	 believes	 that	 there	 is	 academic	 interest	 in	 the	
study	 of	 service	 quality	 and	 students’	 intention	 to	 support	 academic	 institutions	 as	 the	
background	of	customer	behavioural	intentions.	This	study	therefore	hypothesized	that;	



Banahene,	S.,	Kraa,	J.	J.,	&	Opuni,	F.	F.	(2018).	Effect	Of	Service	Quality	On	Students’	Intention	To	Provide	Funding	Support	To	Private	Universities	In	
Ghana:	The	Mediating	Role	Of	Students’	Satisfaction.	Advances	in	Social	Sciences	Research	Journal,	5(5)	138-152.	
	

	
	

140	 URL:	http://dx.doi.org/10.14738/assrj.55.4544.	 	

H1:	 Service	 quality	 positively	 and	 significantly	 affects	 students’	 intention	 to	 provide	
funding	support	to	Private	University.	
	
The	 researchers	 are	 also	 of	 the	 opinion	 that	 service	 quality	 does	 not	 on	 its	 own	 lead	 to	
intention	 to	provide	 funding	 support	 to	higher	education	 institutions,	but	 can	be	affected	by	
students’	satisfaction.	In	this	regard,	the	study	again	hypothesized	that;	
H2:	 Satisfaction	mediates	 service	 quality	 and	 intention	 to	 provide	 funding	 support	 to	
Private	University.	
	
Service	quality	research	in	higher	education	
Service	quality	research	in	higher	education	sector	is	now	growing	when	compared	to	that	of	
the	commercial	sector.	Most	of	the	quality	models	that	are	commonly	practiced	in	the	business	
world	 have	 been	 adapted	 and	 used	 in	 the	 education	 sector	 	 (9).	 (10)	 have	 reported	 that	
SERVQUAL	scale	is	reliable	and	valid	when	it	is	applied	to	a	particular	classroom	environment.	
This	 study	 further	 determines	 predictive	 ability	 of	 the	 SERVQUAL	 scale	 in	 a	 classroom	
environment	using	multiple	regression	analysis,	where	student	satisfaction	with	the	instructor	
is	 considered	 as	 a	 dependent	 variable	 and	 the	 five	 dimensions	 (assurance,	 empathy,	
responsiveness,	tangibles,	and	reliability)	are	considered	as	independent	variables.	However,	a	
number	 of	 studies	 have	 examined	 SERVQUAL	 scale	 in	 university	 environment	 and	 none	 of	
those	studies	are	able	to	replicate	five-factor	structure	of	the	SERVQUAL	scale	(11,	12);	(13).	
Thus,	 conceptualization	 of	 the	 SERVQUAL	 scale	 on	 the	 (14)Expectancy-Disconfirmation	
Paradigm	and	 its	 application	 to	higher	 education	 environment	 is	 disputable.	 This	 is	 because	
the	 comparison	 of	 the	 gap	 and	 the	 performance-based	 approaches	 explains	 more	 of	 the	
variation	 in	 customer	 satisfaction	 and	 that	 the	 score	 of	 gap	measurement	 and	 performance	
measurement	 show	high	degree	of	 correlation	 	 (15)	and	 	 (16).	This	has	made	SERVPERF	an	
efficient	and	effective	scale	to	find	critical	service	attributes	and	measure	quality.		
	
	(16)	 has	 developed	 Higher	 Education	 Performance	 (HEdPERF)	 scale,	 and	 the	 comparative	
results	show	that	the	HEdPERF	scale	captures	more	variance	relative	to	that	of	the	SERVPERF	
scale.	The	HEdPERF	scale	has	non-academic	aspects,	academic	aspects,	reputation,	access	and	
programme	 issues	 dimensions.	 Though	 some	 authors	 have	 critised	 HEdPERF	 scale	 on	 the	
factor	structure,	 face	validity	and	 its	bias	 focus	on	administrative	 issues	 in	 the	questionnaire		
(17)	 and	 	 (17),	 HEdPERF	 scale	 is	 useful	 to	 the	 measurement	 of	 higher	 education	 service	
quality.		
	
Service	Quality	and	Satisfaction	
Service	 quality	 has	 grown	 over	 the	 years	 and	 has	 become	 a	 strategic	 force	 and	 important	
strategic	tool	for	management	researchers	and	industry	practitioners.	Many	researchers	have	
developed	 different	 service	 quality	 measurement	 scales	 for	 different	 sectors.	 It	 is	 not	 also	
difficult	 to	 witness	 a	 number	 of	 opinions	 on	 how	 to	 accurately	 measure	 service	 quality	 to	
understand	 its	 essential	 antecedents	 and	 consequences	 for	 improving	 quality	 to	 achieve	
competitive	 advantage	 that	 can	 impact	 on	 satisfaction	 and	 higher	 academic	 performance.	 In	
line	with	this	thinking,		(18)	has	emphasised	that	an	essential	part	of	any	academic	research	is	
to	 review	 the	 academic	 literature	 with	 scholarly	 interest	 to	 make	 contribution	 to	 such	 an	
academic	debate.		
	
The	predominant	service	quality	scales	used	by	many	researchers	and	 industry	practitioners	
are	the	SERVQUAL		(19)	and	SERVPERF		(20)	primarily	because	of	their	generic	application.	In	
the	study	by		(21),	SERVQUAL	scale	has	been	used	or	mentioned	in	495	articles	with	the	oldest	
article	back	from	1988	and	the	most	recent	article	dates	from	2016.	However,	the	SERVQUAL	
and	SERVPERF	service	quality	performance	 indicators	as	adapted	 in	higher	education	sector	
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tend	 to	 measure	 activities	 rather	 than	 measures	 of	 the	 quality	 of	 students’	 educational	
experience	((22).	To	(15),	 the	generality	of	 the	SERVQUAL	and	SERVPERF	scales	 is	still	hazy	
when	they	are	applied	to	service	quality	at	higher	education	institutions.	As	a	result,	Abdullah	
has	 developed	 a	 new	measurement	 scale	 called	HEdPERF	 that	was	 based	 on	 the	 SERVPERF	
scale,	which	considered	the	specific	determinants	of	service	quality	 in	higher	education.	(23)	
have	 pointed	 out	 that,	 HEdPERF	 is	 the	 most	 developed	 scale	 in	 the	 literature	 to	 measure	
service	quality	in	higher	education.	Since	2014,	some	researchers	have	used	HEdPERF	scale	to	
measure	service	quality	but	they	remain	few	when	compared	with	SERVQUAL	and	SERVPERF	
(21).	 It	 is	 therefore	 interesting	 to	 undertake	 research	 on	HEdPERF	dimensions	 on	 students’	
intention	 to	 provide	 funding	 support	 to	 Private	 Universities	 to	 meet	 academic	 interest	 and	
managerial	 performance.	 In	 this	 same	 regard,	 the	mediating	 role	 of	 students’	 satisfaction	 is	
necessary	for	consideration	in	terms	of	academic	and	managerial	pursuit.			
	
Most	of	the	research	works	in	higher	education	institutions	have	produced	confirmation	that	
service	 quality	 leads	 to	 students’	 satisfaction	 (24)	 and	 (25)	 but	 review	 of	 the	 available	
literature	points	to	a	number	of	inherent	challenges	in	measuring	service	quality	and	customer	
satisfaction.	 Basically,	 most	 of	 the	 models	 of	 customer	 satisfaction	 often	 compare	 students’	
expectations	to	the	observed	service	quality	experience	that	are	known	as	service	quality	gap.	
However,	 available	 evidence	 clarified	 the	 application	 of	 performance	minus	 expectation	 has	
given	positive	effect	 to	students’	perceptions	of	 service	quality	and	with	 that,	 service	quality	
directly	 affects	 students’	 satisfaction.	Notwithstanding,	 higher	 education	 institutions	 provide	
high	service	quality	in	every	part	of	its	process	in	order	to	satisfy	students	who	are	the	primary	
customers.	 This	 is	 so	 because	 satisfaction	 has	 been	 indicated	 as	 the	 customers’	 fulfillment	
response	and	service	quality	 is	noted	as	 the	key	performance	measurement	 for	excellence	 in	
the	 education	 industry.	 (26)	 	 have	 indicated	 that	 the	 overall	 perceived	 service	 quality	 is	 an	
antecedent	 to	 satisfaction	 and	 it	 is	 also	 a	major	 prerequisite	 for	 establishing	 and	 sustaining	
students’	satisfaction	and	retention.	(27)	has	suggested	that	future	researchers	should	propose	
multiple-item	 scale	 to	measure	 customer	 satisfaction,	 thereby	 lowering	measurement	 errors	
and	 to	 improve	 scale	 reliability.	 (28)	 have	 pointed	 out	 that	 customer	 satisfaction	 should	 be	
considered	as	a	multi-dimensional	construct.	
	
	(29)	 modified	 the	 SERVQUAL	 measurement	 scale	 and	 empirically	 tested	 the	 health	 care	
service	of	Chiropractic	Care	to	determine	the	relationship	between	service	quality	and	patient	
satisfaction.	The	findings	 indicated	that	service	quality	should	be	treated	as	an	antecedent	of	
customer	 satisfaction.	 (30)	 studied	 customers	 of	 fast-food	 restaurant	 in	 America	 and	 Latin	
America	 and	 found	 that	 there	 is	 certain	 relationship	 between	 service	 quality	 and	 customer	
satisfaction	based	on	different	cultural	background.	 (28)	have	 found	 that	 service	quality	and	
customer	 satisfaction	 were	 highly	 related.	 In	 the	 work	 of	 (31),	 service	 quality	 is	 important	
factor	for	satisfaction	among	youngsters	in	Private	Colleges	in	Faisalabad,	Punjab	and	Pakistan.	
In	their	study,	all	the	perspectives	of	service	quality	were	found	to	be	positively	correlated	but	
empathy	 showed	 negative	 relationship	 with	 service	 quality	 and	 customer	 satisfaction.	 It	 is	
appreciated	 that	 service	quality	and	customer	satisfaction	have	 relationship	 to	market	 share	
and	 customer	 retention	 (32).	 These	 studies	 point	 to	 the	 fact	 that	 service	 quality	 positively	
affects	customer	satisfaction.	Therefore,	the	study	has	hypothesized	that:		
H3:	Service	quality	positively	and	significantly	affects	customer	satisfaction.	
	

METHODOLOGY	AND	MEASUREMENT	OF	CONSTRUCT	
Methodology	
This	study	 is	an	applied	research	 in	terms	of	 its	objectives,	 it	 is	quantitative	 in	terms	of	data	
collection	and	analysis,	and	it	 is	explanatory	research	design	to	establish	causal	relationships	
among	 service	 quality,	 satisfaction,	 and	 intention	 to	 provide	 funding	 support	 to	 Private	
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University.	 The	 statistical	 community	 of	 this	 study	 consists	 of	 students	 in	 the	 private	
universities	 in	 the	Ashanti	Region	of	Ghana.	Samples	of	600	students	were	selected	 from	six	
Private	 Universities	 with	 100	 from	 each	 institution.	 (33)	 has	 stated	 that,	 as	 small	 as	 of	 30	
samples	is	enough	for	successful	statistical	study	if	the	characteristics	of	the	respondents	are	
homogenous	 in	nature	hence	a	sample	of	600	 is	more	 than	enough	 to	be	a	representative	of	
students	 from	 6	 private	 universities.	 Convenient	 and	 purposive	 sampling	 techniques	 were	
adopted	 in	 selecting	 respondent.	 The	 study	 used	 questionnaires	 in	 collecting	 primary	 data	
from	the	respondents.	The	questionnaires	were	closed	ended	on	a	7-point	Likert	scale	ranging	
from	 very	 strongly	 disagree	 (1)	 to	 very	 strongly	 agree	 (7)	 to	 the	 statements	 on	 the	
questionnaires.	 The	 researchers	 employed	 6	 additional	 field	 personnel	who	were	 trained	 to	
assist	 in	 data	 collection	 after	 the	 pilot	 testing	 was	 done.	 The	 study	 made	 use	 of	 IBM	 (20)	
Statistical	Package	for	Social	Science	(SPSS)	and	Stata	(version	13)	in	conducting	the	analysis.	
Confirmatory	Factor	Analysis	(CFA)	was	done	after	which	problematic	 indicators	that	 loaded	
poorly	were	 taken	out.	Structural	Equation	Model	 (SEM)	was	 the	main	 tool	used	 to	estimate	
the	relationships.	The	study	did	control	 for	programme	of	study,	age	of	respondents	and	 the	
institution	attended	in	order	to	conserve	statistical	power.	
	
Measurement	of	Research	Constructs	
In	 measuring	 variable	 used	 in	 the	 study,	 the	 HEdPERF	 variables	 were	 adapted	 from	 (15)	
research	work	and	were	amended	to	suit	Ghanaian	private	university	context.	The	HEdPERF	
dimensions	 are	 non-academic	 aspects,	 academic	 aspects,	 reputation,	 access	 and	 programme	
issues	as	used	in	the	study.	In	all,	36	questions	were	developed	but	after	the	CFA	purification,	
19	 variables	 were	 selected	 based	 on	 the	 fit	 indices.	 The	 students’	 satisfaction	 scale	 was	
adapted	from	(34)academic	satisfaction	scale.	12	questions	were	developed	from	the	works	of	
the	author	but	after	the	CFA	purification,	4	variables	were	selected	based	on	the	fit	indices.	The	
researchers	 developed	 the	 scale	 to	measure	 intention	 to	 provide	 funding	 support	 to	 Private	
Universities.	 	 6	 questions	 were	 developed	 but	 after	 the	 CFA	 purification,	 4	 variables	 were	
selected	based	on	the	fit	indices.	
	
Validity	and	Reliability	Assessment	
To	evaluate	the	reliability	and	validity	of	the	HEdPERF	dimensions,	students’	satisfaction	and	
intention	 to	provide	 funding	 support	 to	Private	Universities,	 CFA	was	 run	 and	 refined	using	
Stata	13	to	show	a	good	fit.	The	final	CFA	results	show	a	good	fit	to	the	data.	After	purification,	
numerous	items	were	removed	from	the	models	because	they	loaded	poorly	on	the	factor.	The	
criterion	used	was	0.4	as	advised	by	(35).	Factor	loadings	for	each	construct	were	significant	at	
5%	 for	 the	 variables	 that	 supports	 convergent	 validity	 of	 the	measures	 (35).	Reliability	was	
assessed	 using	 indicators	 of	 Convergent	 and	 Discriminant	 Validity,	 Composite	 Reliability,	
Average	Variance	Extracted	(AVE),	and	Highest	Shared	Variance	(HSV).	All	the	AVE	was	greater	
as	 compared	 to	 the	 shared	 variances	 between	 constructs,	 meaning	 that	 satisfactory	
discriminant	validity	was	achieved	(36).	In	all	the	constructs,	reliability	assessment	generated	
indices	that	were	close	to	and	greater	than	the	recommended	0.70	cutoff		(35)	.	By	using	(36)	
procedure,	discriminant	validity	of	each	construct	was	assessed	by	examining	whether	the	AVE	
for	 each	 construct	 was	 higher	 than	 the	 shared	 variances	 (i.e.,	 squared	 correlations)	 of	
construct	used.	Discriminant	validity	 is	demonstrated	for	each	construct	for	both	samples,	as	
the	AVE	for	each	construct	is	greater	than	the	HSV	between	the	constructs.	Cronbach	alpha	was	
also	 used	 to	 assess	 internal	 consistency	 among	 the	 variables.	 Alpha	 values	 of	 close	 to	 and	
above	0.7	were	achieved	for	each	construct	used.	Tables	1	and	2	below	show	CFA	results	and	
fit	indices	respectively.	
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Table	1:	Validity	and	Reliability	test	using	CFA	
Measures	and	Items	
Retained	

Factor	
Loadings	

T	values	 Cronbach's	
Alpha	

Construct	
Validity	

Highest	
VIF	

AVE	 Highest	
Correlation	

Non-Academic	
Aspect	

Item	1	 .6908055				 19.94				 	

	

0.7837	

	

	

0.792				

	

	

1.59			

	

	

0.652	

	

	

0.5743	

Item	2	 .7275884				 22.05	

Item	3	 .6359725					 17.05	

Item	5	 .6077025				 15.60				

Item	8	 .5806738					 14.44	

Academic	Aspect	 Item	1	 .5436257					 11.56	 	

0.6689	

	

0.752				

	

2.26					

	

0.634	

	

0.6013				Item	5	 .5202072				 10.73	

Item	7	 .8139375				 17.43	

Item	8	 .4620713				 9.59	

Reputation	 Item	1	 .6839061				 17.52	 	

0.7235	

	

0.760				

	

2.07					

	

0.727	

	

0.6446	Item	2	 .7811469				 20.56	

Item	3	 .6034162				 14.37	

Access	 Item	1	 .4918744				 10.53	 	

0.7067	

	

0.831				

	

1.45	

	

0.729	

	

0.5051				Item	5	 .653702				 13.98	

Item	6	 .8909986				 17.19	

Programme	
Issues	

Item	2	 .7504859				 23.82	 	

0.7990	

	

	

0.802	

	

1.99	

	

0.704	

	

0.5903				Item	4	 .6878366				 20.11	

Item	5	 .7017046				 20.80	

Item	6	 .6867334				 19.92	

Students	
Satisfaction	

Item	6	 .6177804				 15.90	 	

	

0.7750	

	

	

0.786				

	

	

1.00	

	

	

0.688	

	

	

0.5675	

Item	7	 .6426371				 16.98	

Item	11	 .7188582	 20.97	

Item	12	 .7487615					 22.48	

Intention	to	
provide	funding		
support	to	
Private	
University	

Item	3	 .7197783	 25.50	 	

0.8281	

	

			

0.874	

	

1.63	

	

	

0.752	

	

0.6207	Item	4	 .8762163	 42.24	

Item	5	 		.824792	 35.83	

Item	6	 .5448246	 14.04	

Source:	Author	Field	work,	2016	
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Table	2:	Measurement	Invariance	Tests	(Fit	Indices)	
Dimension/Construct	 chi-square	 degrees	 of	

freedom	
p-value	 RMSEA	 CFI	 SRMR	

Non-Academic	 6.04	 5	 0.3027	 0.022				 0.998				 0.017				

Academic	 1.68	 2	 0.4306	 0.000	 1.000				 0.012				

Reputation	 8.51	 2	 0.0142	 0.089				 0.979				 0.026	

Access	 0.00	 0.00	 0.00	 0.000				 1.000	 0.000	

Programme	Issues	 2	 3.36	 0.1867	 0.041	 0.997				 0.012				

Students	Satisfaction	 2	 3.31	 0.1908	 0.040				 0.997				 0.013				

Intention	to	provide	funding	
support	to	Private	University	

2	

	

5.53	 0.0629	 0.065				 0.995				 0.013				

Notes:	χ2=Chi-square	d.f.=Degree	of	freedom;	χ2/d.f	=	normed	Chi-square;	RMSEA=Root	mean	
standard	error	of	approximation;	CFI=Comparative	fit	index;	SRMR=Standardized	mean	square	
residual.	
	
Correlation	matrix	
To	check	whether	the	strength	of	correlation	among	the	variables	will	affect	further	statistical	
analysis;	 a	 multicollinearity	 test	 was	 run	 using	 the	 Pearson	 correlation	 statistics.	 For	
robustness,	 it	 is	 recommended	that	 the	correlation	statistics	should	not	exceed	0.7	(37).	The	
correlation	result	shows	positive	and	significant	relationship	among	the	variables.	Correlation	
is	significant	at	0.01.	It	can	therefore	be	concluded	that	multicollinearity	is	not	a	serious	threat	
in	this	study.	The	correction	matrix	is	shown	in	table	3	below.	
	

Table	3:	Correlation	Matrix	
	 Non-A	 Acad	 Rep	 Acc	 PI	 Sat	 ISPU	

Non-A	 1	 	 	 	 	 	 	

Acad	 0.5743**				 1	 	 	 	 	 	

Rep	 0.5002	**			 0.6013				 1	 	 	 	 	

Acc	 0.3495	*	 0.4085**	 0.4788**	 1	 	 	 	

PI	 0.4705*	 0.6207*	 0.5944*	 0.5051*	 1	 	 	

Sat	 0.3610	**			 0.5643**	 0.6446**	 0.4254**		 0.5903				 1	 	

ISPU	 0.3588	**	 0.4976**	 0.5682*	*	 0.4312	**	 0.4913**	 0.5342**	 1	

Non-A=Non	 Academic	 Performance	 Acad=Academic	 Performance	 Rep=Reputation	 of	
university			Acc=Access			PI=Programme	Issues				Sat=	Students	Satisfaction				ISPU=Intention	to	
provide	funding	support	to	Private	Universities	
	

ANALYSIS	AND	DISCUSSION	
Demographic	information	
The	work	 involved	a	 sample	of	412	 respondents.	A	descriptive	 summary	of	 the	 respondents	
shows	that	most	of	them	are	female	(236)	representing	57.3%	and	176	representing	42.7%	are	
males.	Even	though	the	males	are	more	than	the	females	in	tertiary	institution,	more	females	
participated	in	the	study.	Looking	at	the	age	distribution	of	the	respondents,	it	is	observed	that	
the	majority	of	the	respondents,	220	(representing	53.4%)	fall	within	20-30-year	age	bracket.	
This	is	followed	by	respondents	whose	ages	are	between	31-40	years	(91)	representing	22.1%.	
A	 total	 of	 69	 respondents	 representing	 16.7%	 fell	 under	 20	 years	 and	 only	 one	 matured	
student	is	above	50	years.	The	general	observation	is	that,	most	young	and	vibrant	youths	are	
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devoting	much	 time	and	effort	 to	 improve	 their	education	and	hence	working	and	attending	
school	 at	 the	 same	 time.	 On	 a	 whole,	 students	 studying	 business	 related	 courses	 such	 as	
accounting,	 marketing,	 human	 resource	 management,	 and	 procurement	 studies	 dominated	
student’s	enrolment	 in	private	universities	 in	Ghana.	231	respondents	are	 studying	business	
related	 courses	 representing	 56.1%	whiles	 181	 respondents	 representing	 43.9	 are	 pursuing	
other	tertiary	courses.	Table	4	below	shows	demographic	characteristics	of	the	respondents.	
	

Table	4:	Demographic	information	
Variables	 Frequency	 Percentage	(%)	
Gender	 	 	
Male	 176	 42.7	
Female	 236	 57.3	
Age	distribution	 	 	
under	20	years	 69	 16.7	
20-30	years	 220	 53.4	
31-40	years	 91	 22.1	
41-50years	 31	 7.5	
51	years	and	above	 1	 0.2	
Programme	of	Study	 	 	
Business	Administration	 231	 56.1	
Others	course	 181	 43.9	

	
Relationship	between	HEdPERF	dimensions,	and	Students’	Satisfaction	and	Intention	to	
provide	funding	support	to	Private	Universities	
The	study	analysed	the	relationship	between	HEdPERF	dimensions	on	one	hand,	and	students’	
satisfaction	and	intention	to	provide	funding	support	to	Private	Universities	on	the	other.	Four	
of	 the	 HEdPERF	 dimensions	 have	 positive	 relationship	 with	 students’	 satisfaction.	 These	
dimensions	are	Academic	Aspect,	Reputation,	Access	and	Programme	Issues.	However,	further	
analysis	 shows	 that	 Academic	 Aspect,	 Reputation	 and	 Programme	 Issues	 have	 positive	 and	
significant	 relationship	 with	 students’	 satisfaction.	 Non-Academic	 Aspect	 has	 negative	
relationship	 with	 students’	 satisfaction.	 Access	 has	 positive	 relationship	 with	 students’	
satisfaction	 but	 not	 statistically	 significant.	 These	 results	 imply	 that,	 Academic	 Aspect,	
Reputation	 and	Programme	 Issues	 are	 statistically	 significant	making	 a	unique	prediction	 to	
explaining	 students’	 satisfaction	when	 the	 variance	 in	 the	model	 is	 controlled	 for.	 However,	
improvements	in	Access	can	have	positive	impact	on	students’	satisfaction	but	the	effect	is	not	
statistically	significant.	The	negative	relationship	between	Non-Academic	Aspect	and	students’	
satisfaction	also	means	that	an	 improvement	 in	Non-Academic	 issues	has	dare	consequences	
on	students’	satisfaction,	though	it	is	not	statistically	significant.	
	
As	 regards	 HEdPERF	 dimensions	 (independent	 variables)	 relationship	 with	 intention	 to	
provide	funding	support	to	Private	Universities	(dependent	variable),	all	the	dimensions	have	
positive	relationship	with	 the	dependent	variable.	However,	 it	 is	only	Reputation	and	Access	
dimensions	 that	 are	 significant.	 This	 means	 that	 improvement	 in	 Reputation	 and	 Access	
dimensions	 can	 predict	 improvement	 in	 students’	 intention	 to	 provide	 funding	 support	 to	
Private	 Universities.	 Students’	 satisfaction	 also	 has	 positive	 relationship	 with	 intention	 to	
provide	funding	support	to	Private	Universities	with	significant	value.	This	also	can	explain	the	
predictive	influence	of	students’	satisfaction	on	intention	to	provide	funding	support	to	Private	
Universities.	 The	 table	 5	 below	 shows	 the	 statistical	 information	 between	 HEdPERF	
dimensions,	 and	 students’	 satisfaction	 and	 intention	 to	 provide	 funding	 support	 to	 Private	
Universities.		
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Table	5:	HEdPERF	dimensions’	relationship	with	students’	intention	to	provide	funding	support	
to	Private	Universities	and	students’	satisfaction			

HEdPERF	
Dimension		

Coefficient		 OIM	Std	Err	 Z	 P-Value	 95%	Conf.	

Students’	Satisfaction	
Non	academic	 -0.0773044	 0.0465167	 -1.66	 0.097	 -0.1684756	
Academic		 0.1835234	 0.0576548	 3.18	 0.001	 0.070522	
Reputation		 0.4137541	 0.053665	 7.71	 0.000	 0.3085726	
Access		 0.063491	 0.0394763	 1.61	 0.108	 -0.013881	
Programme	
Issues	

0.2470384	 0.0473694	 5.22	 0.000	 0.154196	

Intention	to	provide	funding	support	to	Private	Universities	
Non	academic	 0.0147657	 0.0499603	 0.30	 0.768	 -0.0831546	
Academic		 0.1161025	 0.0624707	 1.86	 0.063	 0.2385428	
Reputation		 0.2578598	 0.0614500	 4.20	 0.000	 0.1374200	
Access		 0.1263147	 0.0423897	 2.98	 0.003	 -0.0432325	
Prog.	Issues	 0.079022	 0.0523533	 1.51	 0.131	 -0.0235887	

	
Relationship	between	HEdPERF,	and	Students’	Satisfaction	and	Intention	to	provide	
funding	support	to	Private	Universities	
The	 findings	 of	 the	 study	 show	 that,	 HEdPERF	 as	 a	 measure	 of	 service	 quality	 at	 higher	
education	favourably	affects	students’	satisfaction	and	intention	to	provide	funding	support	to	
Private	 Universities.	 HEdPERF	 has	 positive	 and	 significant	 effect	 on	 students’	 satisfaction	
(β=0.8637773;	p-value=0.000).		At	the	same	time,	HEdPERF	has	positive	and	significant	effect	
on	intention	to	provide	funding	support	to	Private	Universities	(β=0.5642207;	ρ-value=0.000).	
These	 findings	 have	 supported	 H1	 and	 H3.	 As	 regards	 the	 relationship	 between	 student	
satisfaction	and	intention	to	provide	funding	support	to	Private	Universities,	 the	study	found	
positive	and	significant	relationship	between	the	constructs	(β=0.241004;	ρ-value=0.000).	The	
table	 6	 below	 shows	 the	 statistical	 information	 on	 the	 relationship	 between	 HEdPERF,	 and	
students’	satisfaction	and	intention	to	provide	funding	support	to	Private	University.	
	
Table	6:	Relationship	among	HEdPERF,	Students’	Satisfaction	and	Intention	to	provide	funding	

support	to	Private	Universities			
		Independent	
variable	

Coef.	 OIM	Std.	
Err	

Z	 P>|z|	 95%	Conf.	 Dependent	variable	

HEdPERF	 0.8637773	 0.0483939						 17.85				 0.000							0.7689271				 Student	Satisfaction	

HEdPERF	 0.5642207				 0.0657767					 8.58	 0.000							0.4353006					 Intention	to	provide	funding	
support		

Students’	
Satisfaction	

0.241004	 0.050286	 4.79	 0.000	 0.1424453	 Intention	to	provide	funding	
support	to	Private	Universities	

	
These	findings	from	Ghana’s	higher	education	context	show	that	service	quality	positively	and	
significantly	 affect	 students’	 satisfaction.	 This	 means	 that	 when	 service	 quality	 improves	
students’	 satisfaction	goes	up.	This	 finding	 support	 the	works	of	 (31)	on	 students	 in	Private	
Colleges	 in	 Faisalabad	 showing	 positive	 relationship	 between	 service	 quality	 and	 student	
satisfaction.	The	findings	on	HEdPERF	relationship	with	intention	to	provide	funding	support	
to	Private	Universities	also	support	the	works	of	(6)	,		(7)	and	(8)	who	concluded	that	service	
quality	affect	customers’	purchase	and	re-purchase	intention	of	firms	services.	
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Mediation	role	of	students’	satisfaction	between	HEdPERF	and	Students’	intention	to	
provide	funding	support	to	Private	Universities		
Mediation	 seeks	 to	 identify	 and	 explicate	 the	 mechanism	 that	 underlies	 an	 observed	
relationship	between	an	independent	variable	(HEdPERF)	and	a	dependent	variable	(intention	
to	 provide	 funding	 support	 to	 Private	 Universities)	 via	 the	 inclusion	 of	 a	 third	 explanatory	
variable,	 known	 as	 the	mediator	 (students’	 satisfaction).	 Rather	 than	 hypothesizing	 a	 direct	
causal	 relationship	 between	 HEdPERF	 and	 students’	 satisfaction	 a	 mediation	 model	
hypothesizes	that	the	HEdPERF	causes	the	mediator	variable	(students’	satisfaction),	which	in	
turn	 causes	 the	 dependent	 variables	 (intention	 to	 provide	 funding	 support	 to	 Private	
University).	 Specifically,	 this	 study	 looked	 at	 whether	 students’	 satisfaction	 performs	 any	
mediating	role	in	the	relationship	between	HEdPERF	and	intention	to	provide	funding	support	
to	 Private	 University.	 (38)	 believed	 that,	 there	 are	 many	 ways	 that	 can	 be	 used	 to	 test	
hypotheses	 with	 respect	 to	 establishing	 mediation.	 One	 of	 the	 commonly	 method	 that	 is	
adopted	 has	 to	 do	 with	 causal	 steps	 strategy,	 propounded	 by	 (11).	 Thus	 the	 investigator	
estimates	the	paths	of	 the	model,	using	Ordinary	Least	Square	(OLS)	regression	or	SEM,	 that	
ascertain	 the	degree	 to	which	many	criteria	are	met.	 (11)	proposed	some	 important	but	not	
sufficient	 conditions	 which	 must	 be	 met	 in	 order	 to	 claim	 mediation	 is	 happening.	 For	
mediation	 conditions	 to	 exist	 the	 independent	 variable	 should	 significantly	 relate	 to	 the	
mediator	 and	 the	mediator	 should	 also	 significantly	 related	 to	 the	 dependent	 variable.	 The	
relationship	between	the	independent	variable	and	dependable	variable	diminishes	when	the	
mediator	 is	 in	 the	 model.	 That	 means	 that,	 each	 of	 the	 constructs	 should	 show	 proof	 of	 a	
nonzero	 monotonic	 association	 with	 each	 other,	 but	 the	 relationship	 of	 the	 independent	
variable	 and	dependent	 variable	must	decrease	 substantially	upon	adding	 the	mediator	 as	 a	
predictor	of	 the	dependent	variable	(39).	The	study	expects	students’	satisfaction	to	mediate	
between	HEdPERF	and	students’	intention	to	provide	funding	support	to	Private	Universities.		
	
Examining	the	standard	estimates	of	the	mediation	model,	it	is	observed	that	the	direct	paths	
from	HEdPERF	to	students’	 satisfaction	 is	positive	and	statistically	significant	 (β=0.5642207;	
ρ-value=0.000).	 The	 indirect	 path	 of	 HEdPERF	 through	 students’	 satisfaction	 to	 intention	 to	
provide	 funding	 support	 to	 Private	 Universities	 is	 also	 positive	 and	 statistically	 significant	
(β=0.2081738;	ρ-value=0.000).	 	The	total	effect	for	HEdPERF	on	intention	to	provide	funding	
support	 to	 Private	 Universities	 is	 also	 positive	 and	 statistically	 significant	 (β=0.7723945;	 ρ-
value=0.000).	 	 Base	 on	 the	 assumption	 by	 (40)	 students’	 satisfaction	 partially	 mediate	 the	
relationships	between	HEdPERF	and	students’	intention	to	provide	funding	support	to	Private	
Universities.	This	finding	partially	supports	H2.		
	
Further	 analysis	 on	 HEdPERF	 dimensions	 relationship	 with	 students’	 intention	 to	 provide	
funding	 support	 to	 Private	 Universities	 via	 students’	 satisfaction	 reveals	 useful	 insight.	 The	
direct	paths	from	Non-Academic	aspects	to	students’	 intention	to	provide	funding	support	to	
Private	Universities	 is	positive	but	not	statistically	significant	 (β=0.0147657;	ρ-value=0.768).	
The	 indirect	 path	 of	 Non-Academic	 Aspects	 through	 students’	 satisfaction	 to	 intention	 to	
provide	funding	support	to	Private	Universities	is	negative	and	not	statistically	significant	(β=	-
0.0154542;	ρ-value=0.000).		The	total	effect	for	Non-Academic	Aspects	on	intention	to	provide	
funding	 support	 to	Private	Universities	 is	 also	negative	 and	not	 statistically	 significant	 (β=	 -
0.0006885;	 ρ-value=0.000).	 	 Base	 on	 the	 assumption	 by	 (11)	 students’	 satisfaction	 does	 not	
mediate	 the	relationships	between	Non-Academic	Aspects	and	students’	 intention	 to	provide	
funding	support	to	Private	Universities.	
	
The	direct	paths	 from	Academic	aspects	 to	students’	 intention	 to	provide	 funding	support	 to	
Private	Universities	 is	positive	but	not	statistically	significant	 (β=0.1161025;	ρ-value=0.768).	
The	 indirect	path	of	Academic	Aspects	 through	 students’	 satisfaction	 to	 intention	 to	provide	
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funding	support	to	Private	Universities	is	positive	and	statistically	significant	(β=0.0366888;	ρ-
value=0.000).		The	total	effect	for	Academic	Aspects	on	intention	to	provide	funding	support	to	
Private	 Universities	 is	 positive	 and	 statistically	 significant	 (β=0.1527913;	 ρ-value=0.000).		
Base	on	the	assumption	by	(11)	students’	satisfaction	fully	mediates	the	relationships	between	
Academic	Aspects	and	students’	intention	to	provide	funding	support	to	Private	Universities.	
	
The	direct	paths	from	Reputation	to	students’	intention	to	provide	funding	support	to	Private	
Universities	is	positive	and	statistically	significant	(β=0.2578598;	ρ-value=0.768).	The	indirect	
path	 of	Reputation	 through	 students’	 satisfaction	 to	 intention	 to	 provide	 funding	 support	 to	
Private	Universities	is	positive	and	statistically	significant	(β=0-0.082715;	ρ-value=0.000).		The	
total	 effect	 for	Reputation	 on	 intention	 to	 provide	 funding	 support	 to	Private	Universities	 is	
also	 positive	 and	 statistically	 significant	 (β=	 -0.3405748;	 ρ-value=0.000).	 	 Base	 on	 the	
assumption	 by	 (11)	 students’	 satisfaction	 partially	 mediates	 the	 relationships	 between	
Reputation	and	students’	intention	to	provide	funding	support	to	Private	Universities.	
	
The	 direct	 paths	 from	 Access	 to	 students’	 intention	 to	 provide	 funding	 support	 to	 Private	
Universities	is	positive	and	statistically	significant	(β=0.1263147;	ρ-value=0.768).	The	indirect	
path	of	Access	through	students’	satisfaction	to	intention	to	provide	funding	support	to	Private	
Universities	 is	 positive	but	not	 statistically	 significant	 (β=0-0.0126927;	 ρ-value=0.000).	 	 The	
total	 effect	 for	Access	on	 intention	 to	provide	 funding	 support	 to	Private	Universities	 is	 also	
positive	and	statistically	significant	(β=	-0.1390074;	ρ-value=0.000).	 	Base	on	the	assumption	
by	(11)	students’	satisfaction	does	not	mediate	the	relationships	between	Access	and	students’	
intention	to	provide	funding	support	to	Private	Universities.	
	
The	direct	paths	from	Programme	Issues	to	students’	intention	to	provide	funding	support	to	
Private	 Universities	 is	 positive	 but	 not	 statistically	 significant	 (β=0.079022;	 ρ-value=0.768).	
The	 indirect	path	of	Programme	Issues	 through	students’	satisfaction	to	 intention	to	provide	
funding	support	to	Private	Universities	is	positive	and	statistically	significant	(β=0-0.0493863;	
ρ-value=0.000).		The	total	effect	for	Programme	Issues	on	intention	to	provide	funding	support	
to	 Private	 Universities	 is	 also	 positive	 and	 statistically	 significant	 (β=	 -0.1284083;	 ρ-
value=0.000).	 	 Base	 on	 the	 assumption	 by	 (11)	 students’	 satisfaction	 fully	 mediates	 the	
relationships	between	Programme	Issues	and	students’	 intention	 to	provide	 funding	support	
to	Private	Universities.	
	
The	 implication	 is	 that,	 HEdPERF	 as	 a	 measure	 of	 service	 quality	 on	 its	 own	 can	 impact	
positively	 and	 significantly	 on	 students’	 intention	 to	 provide	 funding	 support	 to	 Private	
Universities.	 As	 regards	 using	 HEdPERF	 to	 promote	 students’	 intention	 to	 provide	 funding	
support	 to	 Private	 Universities,	 Access	 has	 the	 potential	 to	 strike	 students	 to	 provide	 the	
support	 because	 there	 is	 no	mediation	 and	 has	 statistical	 significance.	 However,	 Reputation	
can	 also	 be	 used	 to	 promote	 students’	 intention	 to	 provide	 funding	 support	 to	 Private	
Universities.	There	is	also	another	way	that	students’	intention	to	provide	funding	support	to	
Private	 Universities	 can	 be	 enhanced	 through	 students’	 satisfaction.	 The	 study	 found	 that	
Academic	 Aspects	 and	 Programme	 Issues	 can	 be	 used	 to	 promote	 the	 mediation	 role	 of	
students’	 satisfaction	due	 to	 their	 fully	mediation	 role	 revealed	by	 the	 study.	Table	7	 shows	
direct,	indirect	and	total	effect	of	HEdPERF	and	HEdPERF	Dimensions	on	students’	intention	to	
provide	funding	support	to	Private	Universities	via	students’	satisfaction.		
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Table	7:	Mediation	role	of	Student	Satisfaction	
Path	 Direct	Effect	

(D)	
Indirect	Effect	(I)	 Total	Effect	

(D+I)	
Form	of	
Mediation	

Between	HEdPERF	Dimensions	and	Intention	to	provide	funding	support	to	Private	Universities	
NAA	 SS	 				ISPU	 0.0147657	 -0.0154542	 -0.0006885	 No	Mediation	
AA	 							SS	 										ISPU	 0.1161025	 0.0366888**	 0.1527913**	 Full	Mediation		
REP	 							SS	 									ISPU	 0.2578598**	 0.0827150**	 0.3405748**	 Partial	

Mediation	
ACC										SS	 									ISPU	 0.1263147**	 0.0126927	 0.1390074**	 No	Mediation	
PROI	 							SS	 									ISPU	 0.079022	 0.0493863**	 0.1284083**	 Full	Mediation	
Between.	HEdPERF	and	Intention	to	provide	funding	support	to	Private	Universities	
HEdPERF						SS	 	ISPU	 0.5642207**	 0.2081738**	 0.7723945**	 Partial	

Mediation	
Note:	 NAA=Non-Academic	 Aspect;	 AA=Academic	 Aspect;	 REP=Reputation;	 ACC=Access;			
PROI=Programme	 Issues;	 SS=Students’	 Satisfaction;	 ISUP=	 Intention	 to	 provide	 funding	
support	to	Private	Universities;		P**	Statistical	Significance		
	
Summary	of	Hypothesized	Construct	
HEdPERF	 which	 is	 a	 measure	 of	 service	 quality	 positively	 and	 significantly	 predict	 both	
students’	 satisfaction	 and	 students’	 intention	 to	 provide	 funding	 support	 to	 Private	
Universities.		Students’	satisfaction	partially	mediates	the	relationship	between	HEdPERF	and	
students’	 intention	 to	 provide	 funding	 support	 to	 Private	 Universities.	 This	 implies	 that,	
HEdPERF	on	its	own	can	impact	on	students’	 intention	to	provide	funding	support	to	Private	
Universities.	 However,	 if	 students’	 satisfaction	 is	 improved,	 students’	 intention	 to	 provide	
funding	support	to	Private	Universities	can	also	be	realized.	Table	8	presents	summary	of	the	
hypothesized	constructs.	
	

Table	8:	Summary	of	hypothesized	construct	
Hypothesis	 Status	

H1	 Service	 quality	 positively	 and	 significantly	 affects	 students’	 intention	 to	 provide	
funding	support	to	Private	University	

Supported		

H2	 Customer	 satisfaction	mediates	 service	 quality	 and	 intention	 to	 provide	 funding	
support	to	Private	Universities	

Partially	
Mediated	

H3	 Service	quality	positively	and	significantly	affects	student’s	satisfaction.			 Supported		
	

CONCLUSIONS	
This	 study	 has	 the	 objective	 to	 investigate	HEdPERF	 effects	 on	 intention	 to	 provide	 funding	
support	to	Private	Universities,	and	the	mediating	role	of	satisfaction.	To	achieve	this	objective,	
the	 research	 appraised	 all	 the	measurement	 scales	 of	 the	 said	 constructs	 to	determine	 their	
measurement	value	in	the	study	context	for	theory	and	managerial	practices.	The	study	found	
that	 out	 of	 the	 HEdPERF	 36	 variables	 as	 developed	 by	 Abdullah	 (2005),	 19	 variables	
adequately	 measure	 service	 quality	 at	 Ghanaian	 private	 higher	 education	 sector.	 The	 study	
revealed	that,	 the	number	of	 items	under	each	of	 the	5	dimension	of	HEdPERF	was	reduced.	
The	non-academic	aspect	dimension	items	were	reduced	from	8	to	5.	The	rest	of	the	reductions	
were	academic	aspect	from	8	to	4,	reputation	from	7	to	3,	access	from	7	to	3,	and	programme	
issues	 from	6	 to	 4.	 Three	 dimensions	 (academic	 aspects,	 reputation	 and	programme	 issues)	
have	positive	and	significant	 relationships	with	students’	 satisfaction.	Reputation	and	Access	
also	 have	 positive	 and	 significant	 relationship	 with	 students’	 intention	 to	 provide	 funding	
support	to	Private	Universities.	On	the	contrally,	Non	Academic	Aspect	dimension	has	negative	
and	no	significant	relationships	with	students’	satisfaction.	But	the	Non-Academic	Aspect	has	
positive	but	no	significant	relationship	with	students’	intention	to	provide	funding	support	to	
Private	Universities.	Academic	Aspect	and	Programme	Issues	have	positive	but	no	significant	
effect	on	students’	intention	to	provide	funding	support	to	Private	Universities.		As	regards	the	
mediation	 effect,	 students’	 satisfaction	 partially	 mediates	 between	 HEdPERF	 and	 students’	
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intention	 to	provide	 funding	 support	 to	Private	Universities.	This	means	 that	 service	quality	
effect	on	students’	intention	to	provide	funding	support	to	Private	Universities	can	be	achieved	
with	or	without	students’	satisfaction.		
	

MANAGERIAL	AND	POLICY	IMPLICATIONS		
The	 major	 conclusion	 from	 our	 study	 is	 that,	 for	 predictive	 purposes	 managers	 of	 higher	
education	 sector	 should	 focus	 on	 academic	 aspect,	 reputation,	 and	 programme	 issues	 to	
achieve	students’	satisfaction.	This	study	has	revealed	that	Non-Academic	Aspect	has	negative	
relationship	 with	 students’	 satisfaction	 and	 this	 need	 to	 be	 considered	 in	 their	 actions	 to	
improve	 students’	 satisfaction.	 In	 addition,	 managers	 and	 policy	 makers	 can	 take	 action	 to	
improve	students’	 intention	 to	provide	 funding	support	 to	Private	Universities	by	promoting	
Reputation	and	Access	issues.	The	direct	effect	of	HEdPERF	on	students’	 intention	to	provide	
funding	 support	 to	 Private	 Universities	 is	 greater	 (β=0.5642207;	 ρ-value=0.000)	 than	 the	
indirect	 effect	 (β=0.2081738;	 ρ=0.000).	 This	 means	 that	 managers	 of	 higher	 education	 can	
achieve	better	students’	 intention	to	provide	 funding	support	 to	Private	Universities	 through	
service	quality	 so	as	 to	enhance	 satisfaction	before	 improving	 students’	 intention	 to	provide	
funding	support	to	Private	Universities.		
	

DIRECTION	TO	FUTURE	STUDIES	WITH	LIMITATIONS		
This	 research	 has	 provided	 additional	 insight	 into	 HEdPERF,	 students’	 satisfaction,	 and	
students’	 intention	 to	 provide	 funding	 support	 to	 Private	 Universities.	 The	 negative	
relationship	 between	 Non-Academic	 Aspect	 dimension	 and	 students’	 satisfaction	 should	 be	
further	 investigated.	 The	 partial	 mediation	 role	 of	 students’	 satisfaction	 on	 the	 relationship	
between	HEdPERF	and	students’	 intention	to	provide	funding	support	to	Private	Universities	
needs	further	research	in	different	higher	education	context.	Notwithstanding	the	new	insight	
into	 HEdPERF,	 students’	 satisfaction,	 and	 intention	 to	 provide	 funding	 support	 to	 Private	
Universities,	 users	 of	 this	 study	 should	 do	 so	 in	 context	 although	 considerable	 evidence	 of	
relative	 efficacy	 has	 been	 found	 in	 the	modified	 constructs.	 The	 present	 study	 is	 limited	 to	
Ghanaian	 Private	 Universities	 based	 in	 Kumasi	 and	 the	 assertion	 needs	 to	 be	 validated	 by	
further	studies	in	different	University	settings.		
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