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ABSTRACT

The assessment on students’ learning satisfacsidine basic link of discipline construction anddieiag reforming

for tourism management specialty at colleges angeausities. The students’ learning satisfaction whoevaluate

from the angle of students’ demand, expectatiorcegpéion quality and value. This paper puts forwéné index

system of students’ learning satisfaction of taurisnanagement specialty from professional imagejesis’

expectation, perceived quality, perceived valuedants’ satisfaction, students’ complain and stusidayalty, then

establishes the structural equation model. In @ddjtthe research program is designed from invesitign purposes,
workflow design, sampling design, survey way desigrestionnaire design, and scale design. The texdn

provide reference for the research of students'desy satisfaction for tourism management specialtycolleges
and universities.
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INTRODUCTION

The concept of customer satisfaction was put fodway Cardozo in 1965. With the intensification ofnket
competition and the change of customers’ consumititydes, more and more scholars and managershieaue to
pay attention to customer satisfaction (CS) andeaeld fruitful research results. The study of shidelearning
satisfaction began in the United States, which luat on the basis of the consumer theory of madatnomy.
Aldridge and Rowley! investigated the students in a UK university teeasgheir satisfaction level. Hennig efal.
conducted a study in German universities usingatioaship quality based student loyalty model.aea et al’
conducted a study on Spanish university studenigemir and Gulcafl examined the students’ satisfaction in
higher education in Turkey. Navarro et38lsurveyed the students’ satisfaction in Spanisharsity. Mai® studied
the student satisfaction in higher education asdnifiluential factors by a comparative study betwed and US.
Butt and RehmaH! examined the students’ satisfaction in higher atlan in Pakistan. Douglasa et &l carried
out an interpretive study on student satisfaction aissatisfaction in the UK higher education. lidition,
American universities have adopted the collegeesitdatisfaction scale including 12 indicators, &8dprojects,
which covered the undergraduate colleges and wiiie= through the fields. The British AssociatiohHigher
Education designed the student satisfaction sedih is composed of 6 indexes and 23 projects rioyehe
course of college students’ learning experiencestralian Education Research Board measured theerstud
satisfaction scale by the participation degregudents’ “course” and “campus life”.

Along with the transformation of higher educatioarf elitism to popularization, and with the incregsstudents
and the enlargement of university scales, the cenrityl of higher education has further augmente@lina. The
education services provided by colleges and uniessbelong to the public service. Therefore, egdls and
universities should attach great importance toesitsl satisfaction in the quality of education,asoto promote the
development of their own development. Wang et®aktudied the student satisfaction on job in cokeged
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universities. Zhong et al’® evaluated students’ service quality satisfaction Ghina-foreign Cooperation
Institutions by their importance expectations arnd real satisfactions according to their experience
The research on student satisfaction of tourismagament specialty, Gd! evaluated the student satisfaction of
practice teaching system of tourism managementepsidn; Xiong™? researched the teaching effect evaluation
system of tourism management profession of colleayes universities; Tao and Shé&d built the customer
satisfaction for the tourism undergraduate teachimglitionally, scholars carried out the analydigob satisfaction

of tourism management studeffs™.
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Fig. 1 Number of tourism institutes of higher eduction and students at tourism institutes of higher ducation in China

China’s first institution of tourism, Shanghai litste of Tourism, was founded in 1979; Nankai Unsity set up
the department of tourism in 1981. Since then, &hitourism higher education gradually formed atietly stable
and mature managerial system including the cultwaplatforms of doctorate, postgraduate and urdérgte
students, junior college (vocational college) studeand the secondary vocational students. Accoynpati the

rapid development of tourism industry, the quantifycolleges and universities for tourism managenspecialty
and the number of students increased rapidly thrahg past 30 years development. From 1990 to 202,
number of tourism institutes of higher educatiors ivecreased from 55 to 1097, and the number ofesitisdat
tourism institutes of higher education increasemfr8263 to 576217 (Fig. 1). During the rapid depeient of

tourism higher education, students’ satisfactionoofism specialty is one of important influencifagtors to keep
the sustainable development of tourism higher dihutaCurrently, the research results on studeetsning

satisfaction of university tourism specialty evdioa is less, and the evaluation method and ingsiesn research
is weak. Therefore, it is a valuable research tliatusses the main influence factors of studergatning

satisfaction of tourism management specialty ae#tse improve the satisfaction degree.

EXPERIMENTAL SECTION

There are diversified factors to influence the eatibn of professional teaching satisfaction, aoihes important
factors cannot be directly measured, which incredke difficulty of the evaluation. It needs tother discuss
whether the factors of theoretical teaching andtpral teaching impact on the students’ satisfactad loyalty.
Given this, the attitude theory and structural ¢éigmamodel are introduced. The former provides th#cal basis,
and the latter provides evaluation methods.

Attitude is a kind of action tendency for thingsdaexperience, which is composed by perception (tiogn or
belief), emotion (affection, or evaluation) andiast(behavior, or intention). Perception generalyexpressed in
the form of belief. Emotion refers to one persaverall feelings and emotions for one object. Attiefers to one
person’s intention or behaviors for one object.

Presented by Joreskog on the basis of the factateinstructural equation model (SEM) is a lineaatistical
modeling technology, which has played a great mol@romoting the discipline development of socieiesce,
economics, and management. There is relevantoe$itip among the perception of teaching product samdice
quality, the perception of value, satisfaction énlty. Therefore, a chain consisting of perceigedlity, perceived
value, satisfaction, and loyalty is formed, whichthe research focus on structural equation mastektudent
satisfaction evaluation.

In the literature on student satisfaction, “satiitm” and “student satisfaction” usually refertt®e same concept,
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which is the state of psychology after student'sdsecan be met. It is the judgment that teachimglymts and
services meet student’s demand. “Satisfaction @8dsea quantitative description of student satisém. From the
numerical they all meet the following equationisfaction = perception - expectation.

RESULTS AND DISCUSSION

Index system

It is the foundation and core that establish andifie and reasonable satisfaction evaluation indggtem of
students’ learning satisfaction for tourism manageimspecialty, which largely determines the vajidénd
reliability of the evaluation results. Based on theevious researches of customer satisfaction dandest

satisfaction™**®, according to the present situation of tourism aggment specialty and the characteristics of the

present college students, this paper establishesnitex system of students’ learning satisfaction tburism
management specialty including 7 latent variabessh as professional image, students expectatiemejyed
quality, perceived value, students satisfactiomjents complain, and students loyalty. The conénetex system is
shown in Table 1.

Structural equation model

There are many evaluation methods of satisfacmng them, structural equation model (SEM) fornmehain
consisting of perceived quality, perceived valuatiséaction and loyalty, and has been widely apptie 1> On
the basis of the above index system, this papestaais the structural equation model on studdeening
satisfaction for tourism management specialty (Bg.

Table 1 Index system of students’ learning satisféion for tourism management specialty

Professional image overall image of tourism managerapecialty, reputation of tourism managementiafig
Students’ expectation overall quality expectati@x@ectations for meet the individual needs
quality of theory teachingteaching attitude, teaching contents, teaching ousth teaching effect,
teaching conditions
quality of practical teaching: practical teachingontents, practical teaching methods, practical
teaching conditions, practical teaching managenpeattical teaching effect

increase of students' study interest, increasearhwork ability, increase of innovation and enteggurship
ability, improvement of the ability of analysis asalution the problems, increase of social praciluiéity
comparison with the expected, comparison with ideatism specialty, comparison with the other saléess,
the overall satisfaction
Students’ complaint complaining tend, silent tend
continuing to complete the course in former uniipgreontinuing to studies or to join the alumnsasiation
in former university, recommending the others terad tourism specialty , engaged in tourism work

Perceived quality

Perceived value

Students’ satisfaction

Students’ loyalty

Perceived

Students’

quality

Studentsy\A

Professim

image

complaint

Perceived Students’

expectation value satisfaction

A

Students’ loyalty

Fig. 2 Structural equation model on students’ learing satisfaction for tourism management specialty

Furthermore, this paper puts forward the hypothefike relationship between latent variables:
Hypothesis 1: professional image has positive arfte on students’ expectation;

Hypothesis 2: professional image has positive arfie on perceived quality;

Hypothesis 3: professional image has positive arfie on perceived value;

Hypothesis 4: professional image has positive arfte on students’ satisfaction;

Hypothesis 5: professional image has positive arflte on students’ loyalty;

Hypothesis 6: students’ expectation has positifleeémce on perceived quality;

Hypothesis 7: students’ expectation has positifleémce on perceived value;
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Hypothesis 8: students’ expectation has positifleénce on students’ satisfaction;
Hypothesis 9: perceived quality has positive infice on perceived value;
Hypothesis 10: perceived quality has positive iafice on students’ satisfaction;
Hypothesis 11: perceived value has positive inftgeon students’ satisfaction;
Hypothesis 12: students’ satisfaction has negéatifhieence on students’ complaint;
Hypothesis 13: students’ satisfaction has positifleence on students’ loyalty;
Hypothesis 14: students’ complaint has negativieémice on students’ loyalty.

Program design of research

Investigation purposes. 1) The evaluation of studatisfaction can understand students’ learnitigfaation for
tourism management specialty; 2) The student satish index of each reason variables and resulabias can
know the students’ evaluation on tourism managerspetialty by expectation quality, perceived qyafierceived
values, and student loyalty; 3) The weight of reasariables and result variables of student satisfa can
understand the impact of each variables on studatitfaction degree; 4) Some corresponding imprevém
opinions can be put forward through the deep arsbfsmeasurement data.

Workflow design. In order to ensure the succedsfiplementation of the investigation, and acquil@abte survey
results, this study established the workflow ofdsits’ learning satisfaction for tourism managensg@cialty on
the basis of customer satisfaction degree in basiaad service. The workflow mainly includes sigeads, such as
determining survey purposes, formulating surveynplanplementing investigation, processing surveyada
analyzing survey data, and composing survey reasrshown in Fig.3). The design of survey planivéddd into
two parts, e.g. sampling design and questionnasigd.

Determine the object kinvestigation purpos:

v

Project design of reseal

Adjust design —
|
Questionnaire desi Sampling desig

If beforehand survey

meet to demand?

Implement official surve

!

Code and enter survey d

v

Check and handle data qua

v

Quantitative and qualitative ansis

v

Composing survey rept

Fig. 3 Workflow design of students’ learning satisiction for tourism management specialty
Sampling design. In this paper, the research imlmnassessment on students’ learning satisfactiwrtdurism

management specialty at colleges and universifiberefore, taking full-time undergraduates as alevistudying,
this paper selects samples by the method of sagplinvey and the questionnaire survey. It is imgoarto note that
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some survey questions, such as teaching conterashihg methods, teaching management and secgaty,
reflection through a few years of learning time.n€equently, the survey objects of questionnaire iatatview

should give priority to sophomore, junior, and serstudents, which can reflect the overall situatad tourism

management professional systéth

Survey way design. Choosing investigation way naedconsider the following factors: investigation jeut,
investigation cost, questionnaire length, clierfbimation, investigation aging, and so on. Commowgyy of
customer satisfaction investigation include housthioterview, designated intercept survey, the itiawial
telephone survey, computer assisted survey, liegstgpnnaires, and mail or email questionnairess Tgaper
adopted the way of household interview and lienstjaanaires. In here, household interview is facéate direct
interview with sampling students according to theuirements and the content of the questionnairen L
guestionnaire is to find the respondents by houdetrodesignated intercept, after explaining inigadton purpose
and fill in request, will leave questionnaire te tiespondents, and retrieve the questionnairescordance with the
promissory time. The two methods is suitable fog #urvey questionnaire that is longer, more induefte
characteristics of strong confidentiality and higtrieve rate.

Questionnaire design. Questionnaire design istecariink to evaluate students’ learning satisfaict In order to
design the questionnaire, this study abides byfahewing principles: 1) the questionnaire is th@kodiment of
assessment model. Only grasping the implicatiorewadry index of evaluation model, and convertingnthi
investigation problems, to realize the target cdleation; 2) the respondents are undergraduatesjubstionnaire
guestions must be easy to understand and answendergraduates. Therefore, the description oftgpresshould
be as far as possible concise and straightforveard ,avoid long sentences and fuzzy concept; Jttagement of
survey questions should consider students’ interastd logical thinking habit. The reason varialdésstudent
satisfaction can be arranged in front of the qoestire, and the result variables can be arrangéehind of the
guestionnaire; 4) the questionnaire should addctirol variables of students’ personal informatisoch as
university, major, grade, gender, source placetodents. However, the students may refuse to ansbeve
information. Hence the investigators need to makeoaise to all students that the individual infatian only be
used for statistical analysis and will be striatynfidential; 5) the questionnaire should use tkedf questions as far
as possible, so that the statistical analysissy.&& the same time, in order to seek the opinam suggestions for
specialty education of tourism management, thd §inastion can be unconstrained; 6) after the roaiment of the
guestionnaire are determined, some teachers, exgadtscholars can be invited to discuss the questire, which
can modify and perfect the questionnaire on théstmdsvidely listen. In addition, the evaluationositd be arranged
beforehand in a small scale, which can make ingpedn advance for the reliability and validity dhe
guestionnaire. Then based on the practical encoathtproblems in the process of experimental questive
survey and evaluation results as well as good siigge the questionnaire make be appropriately stelfu and
corrected, so as to determine the final questioanai

Scale design. This study adopts Five-point Likeral8 with 1-5 points to show satisfaction levell{fa2). The
higher is score, the higher is the evaluation valer example, 1 point means strongly dissatisfiedyoint
expresses strongly satisfied. Five-point Likertl8da familiar for the respondent, which providemegh room to
scale for similar satisfaction, also facilitatetistical analysis and description of the results.

Table 2 Five-point Likert Scale

1 2 3 4 5

strongly dissatisfied dissatisfied compromise §iatls strongly satisfied

CONCLUSION

The assessment on students’ learning satisfactitimei basic link of discipline construction andcteéag reforming
for tourism management specialty at colleges andeusities. The students’ learning satisfactionwtcevaluate
from the angle of students’ demand, expectatiorggpion quality and value. Reasonably using stimattequation
model, establishing the proper evaluation indexesys on the basis of the questionnaire and intervigudents’
learning satisfaction for tourism management spigcéan be qualitative or quantitative evaluatiamich can find
and improve the major existing problems in theigigte development at the colleges and universities
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