
77  

STUDENTS SATISFACTION WITH INASIS TELEKOM MALAYSIA (TM) 

FACILITIES IN UNIVERSITI UTARA MALAYSIA (UUM) 

 

 

Mohamad Firdaus Abu Bakar1  

Zainudin Othman2 

School of Technology Management & Logistics, College of Business, Universiti Utara 

Malaysia, 06010 Sintok, Kedah. 

firdaus_astaka18@yahoo.com1, zainudin@uum.edu.my2
 

 
 

ABSTRACT 

 
This paper aims to investigate student’s satisfaction with the facilities provided by the 

Inasis Telekom Malaysia (TM) in Universiti Utara Malaysia (UUM). A total of 100 

questionnaires were distributed to students staying at Inasis Telekom Malaysia (TM). 

The data were analyzed using the descriptive statistics. This study will be provided a 

new knowledge pertaining to the service provided by Inasis Telekom Malaysia (TM) 

UUM for their students in the Inasis itself. The results did support the framework of the 

study. Based on the results, it shows that overall students perceive service provides at 

Inasis to be good. The analysis also indicate the hostel management, must accept the 

importance of service quality in student housing facilities as an effective medium to 

attract students to enroll in UUM. If not, a slightly decreased in the overall perception 

level of students toward the service facilities may lead to the negative perception toward 

the university. 
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INTRODUCTION 

 

In this era of globalization, many Universities in Malaysia still have a problem with 

their hostel or housing facilities. Mostly students are not satisfied with student’s 

residential hall facilities service provided in most Malaysia universities. With the 

modern world, demands by students for suitable student’s residential with the best 

facilities service has increase as student’s residential hall forms part of students need 

to perform well in their academic (Sawyerr & Aini, 2017). 
 

In Universiti Utara Malaysia (UUM) there are about 30,000 students live inside or 

outside the campus. However, staying on campus is a new experience, where the student 

themselves learns about how to adapt and associate with each other, by staying away 

from your family. UUM is committed to providing exceptional home-based learning 

and learning experience.  

 

Many factors combine to shape this experience, including programs that support student 

learning and community-based community support and help them feel more connected 

with the University. For most students, residential is an introduction to group life. This 

can be an exciting and rewarding experience for the students. 

 

The facilities that provide in most student residential hall in university utara Malayisa 
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include bedroom, bathrooms, students lounge, cafeteria, and other facilities service. 

And most of the time, students stay and use the student’s residential hall facilities for 

their everyday life. But if the facilities were not complete, how can students want to 

live an everyday life comfortably. We cannot imagine how if there is now bathroom 

and toilets, no fire safety, no bedroom facilities, no internet wireless and etc. Hence, the 

University should have provided a good student’s residential hall facilities to ensure 

that their students can feel good and satisfied. 

 

In term of students’ satisfaction, maybe students will have their own opinion about the 

satisfaction. Maybe one student has satisfied with their bedroom facilities and the other 

may not. Maybe all of them satisfied with their Student’ Residential Hall facilities and 

maybe not. Hassanain (2008) in his research stated that student can reach the intellectual 

competence they need in forming a character and personal development which will lead 

to a fulfilment of living experience from the availability of on student’s residential hall 

(Sawyerr & Aini, 2017). According to Price et al (2003), student’s residential hall forms 

part of the facilities that students take a serious consideration before making a choice 

of the University they intend to enroll beside other considerations. As such due to these 

issues, this study is generally to investigate the student’s satisfaction with Inasis 

Telekom Malaysia (TM) facilities of Universiti Utara Malaysia (UUM). 
 

 

LITERATURE REVIEW 

 

This study will focus on student’s satisfaction towards student’s residential hall. 

According to research in Emeraldsight, on the Study on “Importance of University 

Facilities for Student Satisfaction at a Norwegian University”, the formation of student 

satisfaction is a multi- dimensional process influenced by many factors. Student 

satisfaction is shaped by both the perceived quality of the performance of the service 

providers, such as the Higher Education Institution (HEI) and the perceived outcomes 

of that performance (Hartman and Schmidt, 1995).” In this study, two facilities 

provided by student residences in Universiti Utara Malaysia is a student’s residential 

hall, such as student lounge, and a cafeteria are investigate. 

 

Inasis Telekom Malaysia (TM) 

 

Inasis Telekom Malaysia (TM) is a one from the fifteen (15) Inasis in Universiti Utara 

Malaysia (UUM). A typical on-campus hostel can be defined as accommodation 

provided by school or university authority with rules and obligations to be followed and 

an inexpensive chargeable fee paid by students (Toyin Sawyerr & Yusof, 2013). 

Student excellence in academic and non- academic fields is a benchmark or a key 

indicator of the effectiveness and quality of facilities and services provided to students. 

 

According to Amole (2009a,b) student’s residential hall is normally made up of 

bedroom units including other shared utilities such as hostel, student’s lounge and 

cafeteria which can be situated either on each floor or block or for the entire student’s 

residential hall accommodation. While Najib and Yusof (2009) sees it is a place that 

offers security and privacy in which the university student’s residential hall 

management can meet the student needs and expectations by renting such spaces to 

them. 

 



79  

Najib et al. (2011a, 2011b) identified most influential factors of student satisfaction 

with their accommodation to include sense of sharing, economic status, income level, 

as well as nationalities and ethnicity of their roommates. Economic status indicates that 

individuals with higher income can afford or have the power to choose and live in the 

affluent residential areas. Students’ economic status can be judged through their family 

backgrounds and their financial supports such as study loans, bursary, part-time work 

and scholarship (Curtis and Klapper, 2005). Abdullah (2009) stated that organization 

need to provide basic good facilities, amenities and services that make students highly 

satisfied to survive in highly competitive accommodation provision market. 

 
Student lounge 

 
The establishment of student lounge in Inasis is an effective process for students. This 

is because students can learn in a peaceful condition and can use all the facilities 

provided. The conduciveness in social environment will spark the spirit of belonging 

among students for the benefit and progress of the student itself. The condition of the 

student lounge affects the climate or atmosphere same as in the classroom. Effective 

lounge management will focus on aspects of student progress, interaction and student 

engagement. Each student lounge is monitor by a student lounge assistant. Among the 

facilities provided in student lounge are television, computer and study desk 

(Williamson, 1970). 
 

In addition, a new and quality service and facility is said to be satisfactory when it 

comes to providing and fulfilling the needs and satisfaction of students in the university 

resident hall. And a study by Sahu (2007), found out that the quality of services and 

facilities such as a comfortable and well equipped study rooms is able to satisfy the 

needs of student comprehensively and efficiently. 
 

Cafeteria 

 

Food is a very important basic requirement to ensure a good health as well as to provide 

energy and enthusiasm for daily activities such as work, study, play and recreation. And 

according to study by Mohd Zahari and Mohd Salehuddin (2011), the cafeteria is the 

place where students can concentrate on enjoying food. Cafeteria is also a place where 

food and beverage sales service are available. In addition, the cafeteria can also be a 

link to expand knowledge, attitude and practice among students on nutrition, hygiene 

and safety for food and beverages.  

 

It is also one of the initiatives to help produce healthy, active and active society groups 

for the nation's progress and development. Food and beverage hygiene should take 

precedence over every aspect during the preparation, storage and even meal to 

determine the food and drinks sold are not contaminated by dirt, bacteria and chemicals 

that are harmful to health. The preparation of various food menus are also an important 

aspect when preparing meals for students. The menu offered should include varieties 

of appropriate food and according to the customer's taste. From the previous studies, 

shows that the respondents gave a high evaluation of the quality of food service from 

the aspect of food served with consisted of various menus. This is because the diversity 

of menu offered by a food service provider is one of the factors that can affect customer 

satisfaction for its food service. One of the most important aspects of satisfaction with 

the dining experience in long term facilities is food quality (Howells, 2007). 
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According to Murphy et al. (2000), pricing is an important basis in business dealing. A 

study covered respondents at the price offered by the cafeteria. The food prices are 

displayed on the notice board to facilitate the student to determine the price, indicating 

the price is reasonably priced and according to the student's status. Therefore, in order 

to ensure that the price charged does not change, the responsible party should be aware 

that the employer does not take advantage of the student. The environment of a clean 

business attracts customers to visit the business premises. As such, it is important for a 

business to always keep its business environment in a clean and tidy manner. According 

to Zeithaml and Bitner (2003), empathy needs to be developed by the service provider 

itself so that it can have a positive impact into the minds of customers as indirectly the 

customer will feel like receiving individualized attention. 

 

Theoretical framework 

 

It has been found that there is a relationship between the Inasis facilities service and 

students’ satisfaction. That is, the more availability and adequacy of the facilities in 

Inasis students will be more satisfaction on that service. 
 

    Independent Variables (IV)         Dependent Variables (DV) 
 

 

Figure 1 

Theoretical Framework 
 

Figure 1 shows that there are 2 independent variables which included student lounge 

and cafeteria that affects the dependent variable which is satisfaction response of Inasis 

Telekom Malaysia (TM) students. 

 
 

METHODOLOGY 

 

This study proceeded with the quantitative method using descriptive analysis on 100 

UUM students who are staying at Inasis Telekom Malaysia (TM). The data collection 

method used is the stratified sampling method, with 100 student Inasis Telekom 

Malaysia (TM) and equal number of students for both genders to ensure data reliability.  
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DATA ANALYSIS AND DISCUSSION 

 

Demographic Profiles 

 
Tables 1.1 

Respondent Gender 

 

 

Based on the finding above, it shows that the male has a highest percentage compare to 

female. The male is 58% while percentage for female is a 42%. The results also show 

that in the Inasis Telekom Malaysia (TM) students have a large number of male students 

compared the number of female students. 

 
Tables 1.2 

Respondent Race 

 

 

 

 

 

 

 

 

 

 

 
 

The pie chart shows that 68% of the respondents are Malay while only 16% are Chinese 

and 13 % are Indian and 3 % are others. 

 

Satisfaction with student lounge facilities 

 

The student lounge section consists of eight (8) sub-item items evaluated. Table 1.3 

shows the mean value of the questionnaire analysis satisfaction with student lounge 

facilities. From the analysis conducted, the highest mean score is 3.76 which is the sub 

item of computers and electronic equipment are accessible. Availability of specific 

spaces and need for more space gets min 3.67. The lowest mean score is 3.33 for sub 

items How often do you use the student lounge? Overall, the level of satisfaction of 

students is at a moderate level with a mean score of 3.14. This shows students are 

satisfied with the current conditions of the student lounge facility provided by Inasis 

Telekom Malaysia (TM). 
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Table 1.3 

Mean scores for satisfaction with student lounge facilities 

 
No. Item Mean 

1 Opening hours are adequate. 3.40 

2 How often do you use the student lounge? 3.33 

3 Availability of specific spaces and need for more space 3.67 

4 Computers and electronic equipment are accessible? 3.76 

5 Were the staff members knowledgeable? 3.66 

6 The use safety rules are displayed 3.64 

7 I will recommend this place to my friends. 3.54 

8 Overall quality and appearance of the facilities (buildings, 

surrounding areas etc.) 

3.66 

 Average 3.14 

 

Satisfaction with cafeteria facilities 

 

Table 1.4 shows the mean score for student satisfaction with cafeteria. In this section 

there are eight (8) sub items evaluated. From the analysis, the average mean score for 

the library is high with mean score of 3.76. This finding shows that the level of 

satisfaction of respondents of facilities provided in cafeteria is high. The highest mean 

score is on sub items how often do you use the cafeteria with a mean score of 3.97. This 

shows that cafeteria at Inasis Telekom Malaysia (TM) is a focus point for students to 

enjoy food and drink. Do the staff clean the dishes, cutlery, and equipment well enough 

get a low mean score of 3.66 and at a moderate level. This finding shows that there are 

students who are less satisfied with the cleanliness of equipment such as plate, fork and 

spoon provided for poor hygiene. The findings also show that the lowest mean score on 

the quality of food at your student's cafeteria is at a moderate level with a mean score 

of 3.63 

 

Table 1.4  

Mean scores for satisfaction with student lounge facilities 

 

No. Item Mean 

1 How often do you use the cafeteria? 3.97 

2 Do you like the look and environment of the cafeteria? 3.72 

3 Do you think the prices in the cafeteria are reasonable? 3.76 

4 The quality of food at your student's cafeteria? 3.63 

5 The variety of food your student’s cafeteria? 3.67 

6 Were the staff members friendly and knowledgeable? 3.89 

7 Do the staffs clean the dishes, cutlery, and equipment well enough? 3.66 

8 I will continue going to this place in the future. 3.81 
 Average 3.76 

  

Satisfaction toward Inasis Telekom Malaysia (TM) 

 

Table 1.5 shows the mean score of satisfaction toward Inasis Telekom Malaysia (TM). 

The satisfaction aspect studied in this study is comfort, safety, noise level, cleanliness, 

facilities in room and general maintenance problem (such as light bulbs being changed). 
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The study found that the mean score for this questionnaire item was 3.74. The findings 

show that the level of satisfaction of respondents to safety is high. The highest mean 

score is on the sub item I felt comfortable staying at Inasis at 3.94. Sub item i felt my 

personal belongings are safe in my room is second highest with min 3.81. The lowest 

score is the cleanliness of your Inasis with a min score of 3.57. Studies show that 

hygiene at Inasis Telekom Malaysia (TM) needs to be improved. 

 

Table 1.5 

Mean scores for satisfaction toward Inasis Telekom Malaysia (TM) 

 

No. Item Mean 

1 I felt comfortable staying at Inasis? 3.94 

2 I felt my personal belongings are safe in my room. 3.81 

3 The noise level on my floor/wing/suite often disrupts my sleep/ability 

to study. 

3.77 

4 The cleanliness of your Inasis? 3.57 

5 How satisfied/unsatisfied with facilities in your room? 3.73 

6 My general maintenance problems (such as light bulbs being changed) 

are done in a timely fashion. 

3.60 

 Average 3.74 

 

 

CONCLUSION 

 

In summary, we have understood that the relationship between Inasis Telekom 

Malaysia (TM) service facilities with student’s satisfaction. It also explained,what is 

the problem that usually faced by students that make them feel dissatisfied with the 

Inasis Telekom Malaysia (TM) facilities in dealings to their student lounge and 

cafeteria. 

 

The findings show that the satisfaction with inasis Telekom Malaysia (TM) facilities of 

universiti utara malaysia (UUM) are at satisfactory level. The satisfaction can still be 

improved to the level where the student’s satisfactions reach maximum level. This study 

also indicates that there is significant level of student satisfaction toward Inasis 

Telekom Malaysia (TM). 
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