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ABSTRACT

In today’s strong competitive environment, organizations in every industries struggle to
maintain a concrete state of survival and financial growth. This concern is shared by the
Higher Education Institution (HEI) as HEI, is also considered to be a form of an organization.
Customer’s satisfaction is crucial in order to achieve overall success in the market. The
competition among the organization in today’s strong competitive society foster the
organization to put more effort on how to gain customers trust, satisfaction and loyalty in
order to achieve competitive advantage, sustain and survive in the business. The purpose of
this study is to apply Leader Member Exchange (LMX) theory in examining student’s
learning satisfaction. A questionnaire was used to identify the relationship between the LMX
and student’s learning satisfaction, and the items of questionnaire for this study are modified
from Liden and Maslyn (1998) 12-item LMX multidimensions scale and student survey 6
items (Arbaugh 2000) and University satisfaction scale by Hussian and Bhamani (2012). A
total of 250 students participated in this study. A Pearson correlation analysis was conducted
by using SPSS software. The results of the study indicated that all of the hypotheses were
accepted. Here, the study showed all the dimensions of LMX (affect, loyalty, contribution
and professional respect) were significant and positively related to the learning satisfaction of
student.




TABLE OF CONTENT

TITLEPAGE ............ s o bR & E ERAASE AR §5 5 F i meacmimin & & S sraimesnEn® & 7 1 BASRAE & S48 SRR TR 10 4 8 # i i
DECLARATION ...t e e e Al
APPROVAL PAGE ... e e il
ACKNOWLEDGEMENT ... e v
FABSIERACT ... . .. coecniis s 5o s0isn s 555 o bbe o § 5 6 asohins = £ 5 soimimmminns = + 5 susimsrmensst = < » & s.5immimimimma Satmcmsrns v
TABLE OF CONTENT ... vi
SIR@E TABLES ... o5 1 s commnus s sommmpns s s e s susvnmenass SRR 5§ 5 § e A g o = e 3 5 5 o vii
SHARTIER 1: INTRODUCTION o ci s s cmmmmmins s s sommmnmns s 0 smvamsns s 55s snssms aass s 6555 » 5 25 s 1
1.OINTRODUCTION ...ttt et ettt e e e et e e e ee e 1
1.1 BACKGROUND OF STUDY ...ttt e 3
2 STATEMENT OF PROBLEMS (.. iuiumminissseosunmsnssscisssmssissssnmmnmmnnsessnnsbommns s 5
1.3 RESEARCH QUESTIONS ... e e e 7
BN S L FIVTES OF STUD Y wss ¢ covis s ssvmonnes o5 s sunssmnns 1 sonmsssss 51 ¥ Somameint £ § 6865 § £ 45 .36 7
1.5 SCOPE OF STUDYY ... cuttittttnie et et ettt ettt e et e e e e e e e e e eeanens 7
1.6 SIGNIFICANCE OF STUDY ...ttt ettt 9
B REIOI TIOINS OF TERMS oo s cnsmassssss s sosssimns s5s s eomwnans 545 S450mbas § £ § Aassssbnns s 4 § bahs 10
CHAPTER 2: LITERATURE REVIEW. ... 13
2.0 INTRODUCTION .....oiiiiiiiiiitiee e et 13
2.1 STUDENT LEARNING SATISFACTION........couiiiiiieii e 13
2.2 LEADER MEMBER EXCHANGE (LMX).......ccoiiiiiiiieeiiiiee e 16
2.3 LMX IN HIGHER EDUCATIONAL INSTITUTION.... .......ooiiiieiiiiiiiiee e 18

2.4 LMX AND LEARNING SATISFACTION..........coviiiiiiiiiiiiiiiiieei e .....19




9 5 THEORETICAL FRAMEWORK ........ooi it 21

B IV POTHESES .. ....o.coenvneee s sevecms seome s et soe sases 55 8 hessanstm se samimmmmenns oe s s meemanes 22
CHAPTER 3: METHODOOLOGY ... 23
3.0 INTRODUCTION. ...ttt e e 23
3.1 RESEARCH DESIGN.. ...t ittt e et et e e 23
3.2. 1 Quantitative Research.................o 24
3.2 SAMPLING METHOD ... ...t 24
3. 2. 1 Non Probability Sampling Method.................. 4T85 % B = aldimmmininim 2 2 5 8 2o 24
3.2.2 Convenience Sampling........ooiiiiiiiii i 25
B SAMPLE GROUP ....... ...... 5 S £ SRS § 5 NP URRRPR 25
3.4 DATA COLLECTION INSTRUMENT ... .o 27
I B0 13 1518 Te) s 1 - 11 (< TR 27
3.5 OPERATIONAL DEFINITIONS ... e e 29
3.5 T ATfECt. e e 29
STl 0 7. | U 29
3.5, 3 Contribution. .. ...t 31
3024 Professionial RESPECT wsess s s ssmanssas s s xasomsmns s sumumens sus s s susmmmnns 555 5 £ a5 30
3.6.5 Learning Satisfaction.............coooiiiiiiiiii e 30
3.0 PILOT TEST ..ottt et et et e e aee e e e 31
3.6. 1 Reliability Test for LMX... ..o 32
3. 6.2 Reliability Test for Learning Satisfaction...................ccoiiiiiiiiinin. 33

CHAPTER 4: RESEARCH FINDING .........ccoovtiiiiiiiiiiiieeeee e 34
4.0 INTRODUCTION.......coiiiiii et e eeaes 34
4.1 RESEARCH FINDINGS.... ... coioiiiiiiiieie e e 35




L=

LU R S ——. 39

4. 1.3 Mean and Standard Deviation...........cooeeiiieiiiiiiiii i, 40
42 HYPOTHESES TESTING. .. ...ttt e 44
CHAPTER 5: DISCUSSION AND CONCLUSION .......ooiiiiiiiiiiiiiiie e, 48
5.0 INTRODUGCTION . . . .ttt et et et et e e e e e e e eaenen 48
BRI SUIMIMIARY . .. cooieineeiaeetenenssnmimeme s et e s cmminnie s Smtn & 2o s s & & 55 absi s s 6 s 48
5.2 DISCUSSION .. ..ottt e e e e e et et et et e e e 50
ERNINTPILICATIONS OF STUDY ... cooeeceniene cnenmmnees s sasvnssioss s asmssossossn s vuas sasss 53
5.3. 1 Theoretical Implication...........coooiiiiiii i 53
SR N ethodelopical IMplICAtIoN: ; . cusssss s s sosmmnnss 55 s ssmus s s swssmmns » « ¢ 155 smwns 53
5.3. 3 Practical Implication............coeieiuiiiii i 54
5.4 LIMITATIONS OF STUDY .. .viniiiiinit et e et e e ettt e e 55
5.5 SUGGESTIONS FOR FUTURE RESEARCH .....cccoiiiiiiiiiiceee 56
5.6 CONCLUSION ..ottt ittt e e e et e e e 57
REFERENCES. ... e e e 58
APPENDIX
Cover Letter (for QUEStIONNAITE) ... ... . couiuiniit et et eeeeenns 61
Questionnaire Part A (Demographic)..........cccuveuieniiniiiiiiiiieiee e 62
Questionnaire Part B (LIMX) ......ooniniiitie et e 64

Questionnaire Part C (Learning Satisfaction) ..............ccveunmiiieeeniniiiieeianeenne 65




TABLE

NN B W —

LIST OF TABLES

BIOIIDIE ST . . « cxcvomn v 1 commmmnn » 5 movmminmis 3 SSHERS B8 4 6 ESAFRS 54 5 § SHBHRERS B 5 45 26
Pilot Test - Cronbach Alpha for “Affect”................c32
Pilot Test - Cronbach Alpha for “Loyalty”.............cceiiiii 32
Pilot Test - Cronbach Alpha for “Contribution” e 32
Pilot Test — Cronbach Alpha for “Professional Respect ................. 33
Pilot Test - Cronbach Alpha for “Learning Satisfaction™....................33
REapondence GEAUST ... » coinsissis sesunsans somsmmes s s s sermmman s s » emmmansuons 33
RERHONAEIES ABByvmunns s vamsmnanss  summerss s osxswsans s s somwaren s s sosmnaasees 35
Nationality ..o 36
SO0l Of STUAY.... . . .ccnrrnns s s srcmsmns s smsmmsmes s § smessams s 45 s ERa RIS 36
Level of Education.........ooooiiiiii i 37
Years Of StUAY. .. .onee e, 37
E Al OF SUIY covmes s <o somumnsns s 5 svmunes s » cmmommns 5 s enssmnmn s 5 5 GsmmmswFs w9900 38
Cronbach Alpha for “Affect” ......... e 39
Cronbach Alpha for “Loyalty” ... 39
Cionbach Alpha for “Comtribution™ ...« sessssnss s mesemes s s cumprmsvs pa v 39
Cronbach Alpha for “Professional Respect” .........................o.... 40
Cronbach Alpha for “Learning Satisfaction” ........................o. 40
Mean and STD for “Affect” ... 41
Mean and STD for “Loyalty”... e e i 5 ¢ i 8 8 amanenens inii sk 0D
Mean and STD for“Contnbutlon e A2
Mean and STD for “Professional Respect .................................... 43
Mean and STD for “Learning Satisfaction”............................. 44
Pearson Correlation for “Affect” ..........ccoeviiiiiiiiiin, PR 46
Pearson Correlation for “Loyalty”.........oooiiiiii 46
Pearson Correlation for “Contribution”............c.ooiiiiiiiiiiiii. .. 47

Pearson Correlation for “Professional Respect”............................. 47




CHAPTER ONE

INTRODUCTION

1.0 INTRODUCTION

In today’s strong competitive environment, organizations in every industries struggle to
maintain a concrete state of survival and financial growth. This concern is shared by the
Higher Education Institution (HEI) as HEI, is also considered to be a form of an
organization. According to a research done by Wan (2007) in the year 2007, there are
more than 500 private universities and 20 public universities in Malaysia that provide
higher education learning service to students, both local Malaysians and foreigners. As
the years pass, it can safely be concluded that there will be an increase in the numbers of
HEI in Malaysia, thus resulting a stronger competition in the education sector. Higher
education is a highly intangible service in the market, as the customers who are students
experience learning services provided by the educational institutions (Goi, 2013). Hence,
in order to stand out and achieve overall success in the market, the ability to identify

customers’ satisfaction is crucial.

In various previous studies conducted on students’ learning satisfaction, researchers
proved that the quality of the engagement and relationship in the learning environment
correlates to the student’s satisfaction (Greiner, 2000; Knight, 2002; Wu et al., 2015).
Moreover, learning satisfaction has also been seen to be related to affection among

instructors and students (Topala & Tomozii, 2014) which later leads to a joy that the

student experiences when learning.
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