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ABSTRACT  

This study investigates the influence of service quality on student satisfaction in a terrorism-
threatened environment using the Higher Education Performance (HEdPERF) model, while 
drawing on Terror Management Theory (TMT) to explain students’ perceptions under conditions 
of insecurity. Specifically, the study examines the effects of non-academic aspects, academic 
aspects, reputation, access, and programme issues on student satisfaction. Data were collected in 
the first and second quarters of 2026 from undergraduate students using a structured questionnaire 
administered through Google Forms. Employing a simple random sampling approach, 600 
questionnaires were distributed via email, yielding 510 responses (85.0% response rate), of which 
488 were valid and usable for analysis (81.3% of the questionnaires distributed and 95.7% of 
responses received). Data were analysed using covariance-based structural equation modelling 
(CB-SEM). The findings reveal that non-academic aspects significantly enhance student 
satisfaction by providing essential support services that help students cope with security-related 
anxieties. In contrast, academic aspects and programme issues negatively influence satisfaction, 
suggesting that disruptions associated with insecurity adversely affect students’ educational 
experiences. Reputation and access were found to have no significant effect on satisfaction. The 
findings support the propositions of TMT by indicating that supportive non-academic services 
mitigate existential concerns, whereas academic and programme-related disruptions intensify 
students’ perceptions of uncertainty and insecurity. The study highlights the need for higher 
education institutions operating in crisis-affected regions to strengthen service quality dimensions 
that enhance student well-being, satisfaction, and preparedness for socio-economic transformation 
through skills-based education. 

Keywords: HEdPERF Model, Higher Education, Terrorism, Service Quality, 
Student Satisfaction 
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1.0 Introduction  
Higher education institutions worldwide increasingly recognize service quality as a critical 
determinant of student satisfaction, retention, institutional competitiveness, and long-term 
sustainability. Consequently, models such as the Higher Education Performance (HEdPERF) 
framework have been widely adopted to assess service quality within university settings 
(Abdullah, 2005, 2006; Owusu et al., 2023; Bahadur,2024). Existing evidence consistently 
demonstrates that dimensions such as academic quality, administrative support, institutional 
reputation, programme delivery, and accessibility significantly shape students’ educational 
experiences and satisfaction levels. However, most studies have been conducted in relatively 
stable environments, with limited attention given to how persistent insecurity and violent 
conflict may alter students’ perceptions of service quality and institutional performance. 
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The Nigerian higher education sector provides a particularly relevant context for examining 
this issue. In recent years, insecurity arising from terrorism, communal violence, and armed 
attacks has increasingly affected educational institutions and their host communities across 
Nigeria. Plateau State, located in North-Central Nigeria, has been one of the most affected 
areas. Following coordinated attacks on communities in Bokkos Local Government Area on 
24 December 2023, the International Organization for Migration (IOM) reported that 331 
people were killed, 153 injured, 1,868 households displaced, and 1,190 shelters destroyed 
(International Organization for Migration [IOM], 2024). Similarly, Amnesty International 
documented that 1,336 people were killed and 29,554 displaced across Bokkos, Mangu, and 
Barkin Ladi Local Government Areas between December 2023 and February 2024 (Amnesty 
International Nigeria, 2024). More recently, insecurity directly affected the University of Jos 
community. According to the Vice-Chancellor of the University of Jos, two students lost their 
lives, while two other students and a staff member sustained injuries during security-related 
incidents in Jos in April 2026 (Abdulsalami, 2026). These recurring security incidents have 
created an atmosphere of fear, uncertainty, and vulnerability that extends beyond 
surrounding communities to higher education institutions operating within the state. 
Consequently, students in Plateau State University, Bokkos and the University of Jos may 
evaluate service quality differently from students in more stable environments, placing 
greater emphasis on institutional support, campus security, counselling services, and 
administrative responsiveness. 

To assess service quality within higher education, this study adopts the HEdPERF model 
developed by Abdullah (2005). The model conceptualizes service quality through five 
dimensions: non-academic aspects, academic aspects, reputation, access, and programme 
issues. Empirical studies conducted in diverse contexts have demonstrated the utility of 
HEdPERF in explaining student satisfaction (Ali et al., 2020; Owusu et al., 2023; 
Bahadur,2024). Nevertheless, the model has rarely been applied within environments 
characterized by persistent insecurity and terrorism-related threats. Consequently, little is 
known about whether the relative importance of the HEdPERF dimensions changes when 
students operate under conditions of heightened fear, uncertainty, and security vulnerability. 

To provide a theoretical explanation for these dynamics, this study integrates Terror 
Management Theory (TMT). TMT posits that exposure to existential threats heightens 
mortality awareness and motivates individuals to seek psychological security through trusted 
institutions, supportive relationships, and meaningful social structures (Greenberg et al., 1986; 
Pyszczynski et al., 2021). Within the university context, students experiencing security threats 
may attach greater importance to institutional support mechanisms that reduce anxiety and 
enhance their sense of safety. Therefore, the integration of TMT with HEdPERF offers a useful 
lens for understanding how insecurity may reshape students’ evaluation of service quality 
dimensions. 

Despite the growing literature on service quality and student satisfaction, several gaps 
remain. First, existing HEdPERF studies have largely focused on universities operating in 
stable socio-political environments, with limited evidence from conflict-affected or insecurity-
prone higher education institutions. Second, studies examining service quality in Nigerian 
universities have paid little attention to how persistent security threats influence students’ 
satisfaction with institutional services. Third, no known study has integrated the HEdPERF 
model and Terror Management Theory to explain student satisfaction within terrorism-
threatened university environments in Plateau State, Nigeria. Finally, empirical evidence 
comparing service quality perceptions among students in Plateau State University, Bokkos 
and the University of Jos remains scarce. Addressing these gaps is important for developing 
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context-specific strategies that enhance student satisfaction and institutional resilience in 
conflict-affected settings. 

Accordingly, this study examines the influence of the HEdPERF dimensions (non-academic 
aspects, academic aspects, reputation, access, and programme issues) on student satisfaction 
in two universities operating within an insecurity-prone environment. By integrating 
HEdPERF and Terror Management Theory, the study extends the service quality literature 
and provides practical insights for university administrators and policymakers seeking to 
improve higher education service delivery in regions experiencing persistent security 
challenges. 

The remainder of this paper is organized as follows. Section Two reviews the relevant 
literature and develops the study hypotheses. Section Three presents the methodology 
adopted for the study. Section Four reports and discusses the empirical findings. Section Five 
concludes the study, highlights its theoretical and practical implications, identifies limitations, 
and provides suggestions for future research. 

2.0 Literature Review and Hypotheses Development 

2.1  Conceptual Review 

2.1.1  Service Quality in Higher Education 
Service quality refers to the extent to which an institution meets or exceeds the expectations 
of its stakeholders through the effective delivery of services (Parasuraman et al., 1988). In 
higher education, service quality encompasses the academic and non-academic experiences 
provided by universities to facilitate students’ learning, personal development, and overall 
educational satisfaction (Abdullah, 2005, 2006). Unlike traditional service organizations, 
universities provide complex services that involve continuous interaction between students, 
academic staff, administrators, and institutional systems. Consequently, service quality in 
higher education extends beyond tangible facilities to include teaching effectiveness, 
administrative responsiveness, accessibility of services, institutional reputation, and 
programme relevance. 

The increasing marketization of higher education has heightened the importance of service 
quality as universities compete to attract, retain, and satisfy students (Owusu et al., 2023). 
Students are increasingly viewed as primary stakeholders whose perceptions of institutional 
performance influence enrolment decisions, persistence, loyalty, and positive word-of-mouth 
recommendations (Magasi et al., 2023). Consequently, universities continuously seek 
mechanisms for evaluating and improving service quality to enhance institutional 
competitiveness and sustainability. 

Several models have been developed to assess service quality. Among these, SERVQUAL 
(Parasuraman et al., 1988) remains one of the most widely applied frameworks. However, 
scholars have argued that the unique characteristics of higher education require context-
specific measures that capture the multidimensional nature of university services (Abdullah, 
2005). This led to the development of the Higher Education Performance (HEdPERF) model, 
which specifically addresses the service quality dimensions relevant to educational 
institutions. 

2.1.2  The HEdPERF Model 
The Higher Education Performance (HEdPERF) model was developed by Abdullah (2005) to 
provide a comprehensive and education-specific framework for measuring service quality in 
higher education institutions. Unlike SERVQUAL, which was originally designed for 
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commercial service settings, HEdPERF captures dimensions that reflect the unique academic 
and administrative functions of universities. 

The model comprises five dimensions: non-academic aspects, academic aspects, reputation, 
access, and programme issues. These dimensions collectively represent students’ evaluations 
of institutional performance and service delivery. 

Non-Academic Aspects 
Non-academic aspects refer to the quality of administrative and support services provided by 
the institution. These include staff responsiveness, counselling services, student support 
systems, complaint handling mechanisms, and general administrative efficiency (Abdullah, 
2006). Effective non-academic services contribute significantly to students’ overall educational 
experiences by creating a supportive learning environment. 

Recent studies indicate that non-academic services often exert a strong influence on student 
satisfaction because they shape students’ day-to-day interactions with the institution (Owusu 
et al., 2023; Magasi et al., 2023). In conflict-prone environments, non-academic support 
services may assume even greater importance because students rely on institutions for 
security information, psychological support, crisis communication, and emotional 
reassurance. 

Academic Aspects 
Academic aspects encompass teaching quality, lecturers’ competence, curriculum delivery, 
assessment procedures, and the overall learning experience (Abdullah, 2005). This dimension 
represents the core educational function of universities and directly influences students’ 
academic achievement and skill acquisition. 

Studies consistently identify academic quality as one of the strongest predictors of student 
satisfaction because it directly affects students’ learning outcomes and employability 
prospects (Bahadur,2024; Bouranta, 2024). Students generally expect lecturers to demonstrate 
subject expertise, provide constructive feedback, and employ effective pedagogical 
approaches that facilitate learning. However, the influence of academic aspects may vary 
across contexts depending on environmental conditions and institutional circumstances. 

Reputation 
Institutional reputation refers to stakeholders’ overall perception of a university's credibility, 
prestige, reliability, and academic standing (Abdullah, 2006). Reputation is developed 
through consistent performance, academic excellence, graduate employability, research 
output, and public trust. 

A strong institutional reputation positively influences students’ confidence in the value of 
their educational investment and often contributes to higher satisfaction levels (Hasan & 
Hosen, 2022; Lacap & Cortez, 2023). Universities with favourable reputations are generally 
perceived as more capable of providing quality education, career opportunities, and 
institutional stability. In environments characterized by insecurity, reputation may also reflect 
perceptions of institutional resilience and crisis-management capability. 

Access 
Access refers to the ease with which students can obtain educational services, facilities, 
information, and institutional support (Abdullah, 2006). This dimension includes physical 
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accessibility, availability of learning resources, communication channels, digital 
infrastructure, and responsiveness of university personnel. 

Accessible services reduce barriers to learning and enhance students’ ability to engage 
effectively with academic and administrative systems (Bouranta et al., 2024). The increasing 
adoption of digital learning platforms has further expanded the concept of access to include 
online learning resources, virtual support systems, and information technology infrastructure. 
In insecurity-prone environments, access may also encompass emergency communication 
systems and safe access to campus facilities. 

Programme Issues 
Programme issues relate to the relevance, flexibility, diversity, and quality of academic 
programmes offered by universities (Abdullah, 2005). This dimension reflects the extent to 
which educational programmes align with labour market requirements, students’ career 
aspirations, and societal needs. 

Students generally express higher satisfaction when academic programmes are well-
structured, professionally relevant, and responsive to changing industry demands (Ahmad & 
Wardhani, 2023). Programme flexibility also becomes important in environments where 
disruptions may affect normal academic schedules. Consequently, students may evaluate 
programme quality based on both academic relevance and institutional adaptability. 

2.1.3  Student Satisfaction 
Student satisfaction refers to the overall evaluation of educational experiences based on the 
comparison between students’ expectations and their actual experiences within an institution 
(Elliott & Healy, 2001). It represents a cumulative judgment regarding the quality and 
effectiveness of services provided by a university. 

Within higher education, student satisfaction serves as a critical performance indicator 
because it influences retention, loyalty, academic engagement, graduation rates, and 
institutional reputation (Ali et al., 2020). Satisfied students are more likely to remain enrolled, 
participate actively in academic activities, recommend the institution to prospective students, 
and maintain positive relationships with the university after graduation. 

Student satisfaction is a multidimensional construct influenced by both academic and non-
academic experiences. Academic quality, institutional support, campus facilities, accessibility 
of services, and programme relevance all contribute to students’ evaluations of their 
university experiences (Magasi et al., 2023). However, the relative importance of these factors 
may vary depending on contextual circumstances. 

2.2 Empirical Review 
Empirical evidence from different parts of the world consistently demonstrates that service 
quality is a significant predictor of student satisfaction in higher education institutions. Using 
the HEdPERF framework, Abdullah (2006) found that academic quality, administrative 
services, and institutional reputation significantly influenced students’ satisfaction in 
Malaysian universities. The study argued that students evaluate universities based on both 
academic and non-academic experiences, suggesting that service quality is a 
multidimensional construct. However, the study was conducted within a relatively stable 
educational environment and did not consider how external threats might influence students’ 
evaluations of institutional services. 
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Similarly, Bahadur, (2024) investigated the relationship between service quality and student 
satisfaction among university students in India and Nepal. The findings revealed that 
academic aspects and non-academic support services were significant determinants of student 
satisfaction. The positive effect of academic quality was attributed to its direct influence on 
learning outcomes and students’ future career prospects, while administrative support 
enhanced students’ overall educational experiences. Although the study reinforces the 
relevance of HEdPERF dimensions, it does not account for contexts where security concerns 
may alter students’ priorities and expectations. 

In Europe, Bouranta et al. (2024) reported that accessibility of digital learning platforms, 
responsiveness of university personnel, and quality of instructional services significantly 
enhanced student satisfaction. The authors argued that technological advancement and 
effective communication systems improved students’ educational experiences. Nevertheless, 
the study was conducted within a post-pandemic context and focused primarily on digital 
service delivery rather than the influence of insecurity on service quality perceptions. 

Likewise, Bouranta et al. (2024) found that teaching quality, curriculum relevance, and 
learning support services positively influenced student satisfaction in higher education 
institutions. The study suggested that students derive satisfaction when educational services 
meet their academic and professional expectations. However, the study did not examine 
whether these relationships remain consistent in environments characterized by persistent 
security threats and uncertainty. 

Within Africa, service quality has similarly been identified as a critical determinant of student 
satisfaction. Owusu et al. (2023) examined service quality among university students in Ghana 
and found that academic quality, administrative responsiveness, and institutional reputation 
significantly influenced student satisfaction. The authors attributed these findings to students’ 
expectations of efficient service delivery and effective academic support. While the study 
validates the HEdPERF model within an African context, it did not consider how 
environmental insecurity may influence service quality evaluations. 

In Tanzania, Magasi et al. (2023) reported that access to educational resources, institutional 
support services, and staff responsiveness positively affected student satisfaction. The study 
emphasized that students value universities that provide accessible learning facilities and 
responsive administrative services. However, the study focused on conventional 
determinants of satisfaction without examining how conflict or insecurity may reshape 
students’ perceptions of institutional performance. 

In Nigeria, research on service quality and student satisfaction has gained increasing attention 
due to growing concerns regarding educational quality and institutional competitiveness. 
Yunusa and Umar (2020) found that academic service quality significantly influenced 
students’ educational experiences and satisfaction in Nigerian universities. The study 
concluded that students were more satisfied when institutions provided competent lecturers, 
relevant curricula, and adequate learning resources. However, the study did not account for 
how insecurity might influence students’ service quality perceptions. 

Similarly, several Nigerian studies have reported positive relationships between 
administrative effectiveness, quality teaching, institutional reputation, and student 
satisfaction. These studies generally argue that students evaluate universities based on the 
extent to which institutional services meet their educational expectations. While these 
findings provide valuable insights into higher education service delivery, they largely reflect 
experiences from conventional university settings and offer limited evidence regarding 
institutions operating under persistent security threats. 
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Beyond service quality research, studies on insecurity and education in Nigeria indicate that 
violent conflicts, communal crises, terrorism, and other forms of insecurity disrupt academic 
activities, increase psychological stress, and negatively affect students’ learning experiences 
(Uzuegbu-Wilson, 2019; Nte, 2023). These studies suggest that students in conflict-affected 
environments may develop unique educational priorities and expectations. However, they 
focus primarily on educational disruption and psychological consequences rather than on 
students’ evaluation of service quality dimensions. 

More specifically, empirical evidence examining service quality and student satisfaction in 
universities located within conflict-prone areas of North-Central Nigeria remains limited. 
Despite recurring security challenges in Plateau State and their implications for educational 
institutions, little empirical attention has been devoted to understanding how students of 
Plateau State University, Bokkos and the University of Jos evaluate service quality under 
conditions of persistent insecurity. 

The reviewed literature demonstrates a broad consensus that service quality positively 
influences student satisfaction in higher education institutions. Across international, African, 
and Nigerian contexts, academic quality, non-academic support services, institutional 
reputation, access to resources, and programme relevance have emerged as important 
determinants of students’ educational experiences and satisfaction. The positive relationships 
reported in previous studies are generally attributed to the ability of quality services to 
enhance learning outcomes, reduce administrative challenges, and strengthen students’ 
confidence in their institutions. 

Despite these contributions, several limitations remain evident. First, existing studies have 
largely been conducted within relatively stable educational environments, with limited 
attention given to universities operating under persistent security threats. Second, although 
insecurity has been shown to disrupt educational activities and influence students’ 
psychological well-being, few studies have examined how such conditions shape students’ 
evaluation of service quality dimensions. Third, empirical evidence from conflict-affected 
higher education institutions in Nigeria, particularly in Plateau State, remains scarce. Finally, 
the integration of Terror Management Theory with the HEdPERF framework has received 
little attention in higher education research despite its potential to explain how security 
threats influence students’ service quality perceptions. 

These limitations provide the motivation for the present study. By examining the influence of 
HEdPERF dimensions on student satisfaction among students of Plateau State University, 
Bokkos and the University of Jos, this study extends existing literature into a terrorism-
threatened environment and offers context-specific evidence on service quality and student 
satisfaction within conflict-affected higher education institutions. 

2.3 Theoretical Foundation 

2.3.1 Higher Education Performance (HEdPERF) Model 
The Higher Education Performance (HEdPERF) model, developed by Abdullah (2005), is a 
higher education-specific framework for measuring service quality. Unlike SERVQUAL, 
which was designed for general service industries, HEdPERF captures the unique nature of 
university services through five dimensions: non-academic aspects, academic aspects, 
reputation, access, and programme issues (Abdullah, 2005, 2006). 

The model has been widely validated across different higher education contexts and 
consistently demonstrates that service quality significantly influences student satisfaction (Ali 
et al., 2020; Owusu et al., 2023; Bahadur et al., 2024). However, HEdPERF primarily focuses 
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on institutional service attributes and provides limited explanation of how external 
environmental threats may shape students’ perceptions of service quality. Nevertheless, it 
offers an appropriate framework for examining the influence of service quality dimensions on 
student satisfaction in higher education institutions. 

2.3.2 Terror Management Theory (TMT) 
Terror Management Theory (TMT), proposed by Greenberg et al. (1986), explains how 
individuals respond to awareness of mortality. The theory argues that exposure to threats 
such as terrorism heightens mortality salience and increases the need for security, stability, 
and institutional trust (Pyszczynski et al., 2021). 

In higher education settings, students exposed to insecurity may place greater value on 
university services that provide psychological reassurance and safety. Consequently, support 
services, security measures, and responsive administration may become more important 
determinants of satisfaction than in stable environments. Although widely applied in studies 
of terrorism and human behaviour, TMT has received limited attention in higher education 
service quality research. 

This study integrates HEdPERF and TMT to explain student satisfaction in a terrorism-
threatened environment. HEdPERF identifies the dimensions of service quality that influence 
satisfaction, while TMT explains how insecurity may alter the importance students attach to 
those dimensions. Specifically, heightened mortality salience may increase students’ 
preference for services that provide safety, support, and institutional reassurance. Thus, 
HEdPERF explains the determinants of student satisfaction, whereas TMT provides the 
contextual lens for understanding these relationships under conditions of insecurity. 

2.4 Hypotheses Development 

2.4.1 Non-Academic Aspects and Student Satisfaction 
Non-academic aspects constitute an important dimension of service quality within the 
HEdPERF framework and encompass administrative efficiency, staff responsiveness, 
counselling services, complaint handling mechanisms, and general student support services 
(Abdullah, 2005). These services shape students’ interactions with the institution beyond the 
classroom and contribute significantly to their overall educational experience. Recent studies 
indicate that efficient administrative services and supportive institutional environments 
positively influence student satisfaction because they enhance students’ sense of belonging 
and reduce service-related frustrations (Owusu et al., 2023; Magasi et al., 2023; Nguyen et al., 
2024). 

Nguyen et al. (2024) found that responsive student support services significantly enhanced 
students’ overall university experience and satisfaction, particularly in environments 
characterized by uncertainty and rapid institutional change. Similarly, Rew et al. (2023) 
reported that effective student support mechanisms improved students’ trust in institutional 
processes and increased satisfaction levels. 

The positive relationship between non-academic aspects and student satisfaction may be 
particularly pronounced in environments characterized by insecurity. According to Terror 
Management Theory (TMT), exposure to threats increases individuals’ need for psychological 
security and institutional trust (Greenberg et al., 1986; Pyszczynski et al., 2021). Students 
studying in terrorism-threatened environments are therefore likely to place greater value on 
services that provide reassurance, support, and a sense of safety. Administrative 
responsiveness, effective communication systems, counselling services, and visible security 
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arrangements may serve as important mechanisms through which universities reduce 
uncertainty and foster students’ confidence in the institution. 

Given the heightened importance of institutional support under conditions of insecurity, non-
academic services are expected to contribute positively to students’ overall satisfaction. 

H1: Non-academic aspects positively influence student satisfaction in a terrorism-threatened 
higher education environment. 

2.4.2 Academic Aspects and Student Satisfaction 
Academic aspects represent the core educational functions of universities and include 
teaching quality, lecturer competence, curriculum delivery, assessment procedures, and 
learning support systems (Abdullah, 2005). These elements directly influence students’ 
learning outcomes, academic development, and future employability. Consequently, 
academic quality has consistently been identified as one of the strongest predictors of student 
satisfaction in higher education literature (Bahadur,2024; Bouranta et al., 2024). 

Recent empirical studies reinforce this position. Bouranta et al. (2024) found that teaching 
effectiveness, curriculum relevance, and learning support significantly enhanced student 
satisfaction in European higher education institutions. Likewise, Ahmad and Wardhani (2023) 
reported that students who perceived high academic quality demonstrated greater 
satisfaction and stronger institutional commitment. 

The positive influence of academic aspects is often explained by students’ expectations 
regarding the value of their educational investment. When universities provide competent 
lecturers, relevant curricula, and effective learning experiences, students are more likely to 
perceive that their educational expectations have been fulfilled. This perception enhances 
satisfaction and strengthens students’ commitment to the institution. 

Although security concerns may influence students’ priorities in conflict-affected 
environments, academic services remain central to the university experience. Students 
ultimately enrol in higher education institutions to acquire knowledge, skills, and 
qualifications that improve their future opportunities. Therefore, the provision of high-quality 
academic services is expected to enhance student satisfaction even within insecurity-prone 
environments. 

 

H2: Academic aspects positively influence student satisfaction in a terrorism-threatened 
higher education environment. 

2.4.3 Reputation and Student Satisfaction 
Institutional reputation refers to the perceived prestige, credibility, reliability, and overall 
standing of a university among stakeholders (Abdullah, 2006). Reputation serves as an 
important signal of institutional quality and influences students’ confidence in the value of 
their educational experience. Universities with strong reputations are often perceived as 
capable of delivering quality education, enhancing graduate employability, and maintaining 
institutional stability (Hasan & Hosen, 2022). 

Recent studies provide additional support for this relationship. Lecap and Cortez (2023) found 
that institutional reputation significantly influenced students’ satisfaction and loyalty across 
several universities in the Middle East. Similarly, Arrivabene et al. (2024) observed that 
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institutional image and reputation enhanced students’ confidence in the long-term value of 
their educational qualifications. 

The relationship between reputation and satisfaction is particularly relevant in environments 
characterized by uncertainty. TMT suggests that individuals exposed to existential threats 
seek reassurance from trusted institutions that provide stability and predictability 
(Pyszczynski et al., 2021). Within a terrorism-threatened environment, students may derive 
confidence from institutions perceived as resilient, reliable, and capable of maintaining 
educational continuity despite external challenges. Consequently, institutional reputation 
may function not only as an indicator of academic excellence but also as a source of 
psychological assurance. 

Therefore, students who perceive their universities as reputable and resilient are likely to 
report higher levels of satisfaction. 

H3: Institutional reputation positively influences student satisfaction in a terrorism-
threatened higher education environment. 

2.4.4 Access and Student Satisfaction 
Access refers to the ease with which students can obtain educational resources, facilities, 
information, and institutional services (Abdullah, 2006). This dimension includes physical 
accessibility, availability of learning resources, digital infrastructure, communication systems, 
and responsiveness of university personnel. Access is essential because it enables students to 
engage effectively with both academic and administrative processes. 

Recent studies demonstrate that access to educational resources and support services 
significantly enhances student satisfaction. Bouranta et al. (2024) found that access to digital 
learning platforms and academic resources positively influenced students’ perceptions of 
institutional quality. Similarly, Bahadur et al. (2024) reported that students who experienced 
fewer barriers in accessing educational services expressed significantly higher levels of 
satisfaction. 

In terrorism-threatened environments, access may become even more critical because 
students depend on reliable communication channels, emergency information systems, and 
uninterrupted educational resources. The ability of universities to maintain access to essential 
services despite security challenges may strengthen students’ perceptions of institutional 
competence and reliability. Consequently, students who perceive higher levels of accessibility 
are expected to report greater satisfaction. 

H4: Access positively influences student satisfaction in a terrorism-threatened higher 
education environment. 

2.4.5 Programme Issues and Student Satisfaction 
Programme issues refer to the quality, relevance, flexibility, and diversity of academic 
programmes offered by a university (Abdullah, 2005). This dimension reflects the extent to 
which academic programmes meet students’ educational needs, career aspirations, and 
labour market expectations. Students are more likely to be satisfied when programmes are 
well-structured, professionally relevant, and responsive to changing societal and industry 
demands. 

Recent studies support this argument. Ahmad and Wardhani (2023) found that programme 
relevance and curriculum flexibility significantly influenced student satisfaction and 
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perceived employability. Similarly, Bahadur (2024) reported that programme quality 
positively affected students’ academic engagement and overall satisfaction with their 
universities. 

The positive influence of programme issues on student satisfaction can be explained by the 
perceived value students derive from their educational programmes. When students believe 
that their programmes provide relevant knowledge and competencies, they are more likely to 
perceive their educational experiences positively. Programme flexibility also becomes 
important in environments where external disruptions may affect academic schedules and 
learning activities. 

Within a terrorism-threatened environment, students may particularly value programmes 
that demonstrate adaptability and continuity in the face of uncertainty. Universities that 
successfully maintain programme quality and relevance despite security challenges are likely 
to enhance students’ confidence in the institution and their future prospects. Consequently, 
programme issues are expected to contribute positively to student satisfaction. 

H5: Programme issues positively influence student satisfaction in a terrorism-threatened 
higher education environment. 

2.5 Theoretical Framework 

Figure 1. Conceptual Model 

Source: Developed from literature (Abdullah, 2005; Ali et al., 2016) 

The proposed hypotheses are grounded in the HEdPERF model, with TMT providing 
contextual insights into the terrorism-threatened environment. The framework posits that 
non-academic aspects, academic aspects, reputation, access, and programme issues directly 
influence student satisfaction, with the threat of terrorism potentially amplifying the 
importance of non-academic aspects and reputation. This framework guides the empirical 
investigation of terrorism-threatened environments, offering a novel perspective on service 
quality in a high-risk context. 

3.0 Methodology 

3.1  Study Context and Sample 
The study was conducted among undergraduate students of Plateau State University, Bokkos 
and the University of Jos, located in Plateau State, North-Central Nigeria. The state has 
experienced recurrent security challenges, making the two institutions appropriate contexts 
for examining service quality and student satisfaction under conditions of insecurity. 



 

192 
  

CEDS Journal of Entrepreneurship and Innovation Research Vol. 5 No. 1, June, 2026 

P – ISSN: 2814-2314; E – ISSN: 2814-2344 Kumdi et al; Pg. 195– 218 

A cross-sectional survey design was adopted. Data were collected during the first quarter of 
2026 using a structured online questionnaire. The minimum sample size was determined 
using G*Power 3.1.9.7 with a medium effect size (f² = 0.15), significance level of 0.05, statistical 
power of 0.80, and five predictors, resulting in a minimum requirement of 88 respondents. To 
improve statistical precision and account for non-response, 600 questionnaires were 
distributed to randomly selected students. 

A total of 510 responses were received, of which 488 were retained after data screening, 
yielding a valid response rate of 81.3%. The final sample substantially exceeded the minimum 
sample size requirement and was considered adequate for covariance-based structural 
equation modelling (CB-SEM). 

3.2  Measures 
Service quality was measured using the Higher Education Performance (HEdPERF) scale 
developed by Abdullah (2005), comprising five dimensions: non-academic aspects, academic 
aspects, reputation, access, and programme issues. Student satisfaction was measured using 
the scale developed by Ali et al. (2016). All items were assessed on a five-point Likert scale 
ranging from 1 (“strongly disagree”) to 5 (“strongly agree”). Minor modifications were made 
to ensure contextual relevance to the study setting. 

3.3  Model Specification 
The study examined the influence of the five HEdPERF dimensions on student satisfaction. 
The structural model is specified as: 

  

where SAT represents student satisfaction; NAA, ACA, REP, ACC, and PRO represent non-
academic aspects, academic aspects, reputation, access, and programme issues, respectively. 

3.4 Data Analysis 
Data were analysed using AMOS 23 through covariance-based structural equation modelling 
(CB-SEM). Following the two-step approach recommended by Anderson and Gerbing (1988), 
the measurement model was first evaluated using confirmatory factor analysis to establish 
reliability and validity. The structural model was subsequently assessed to test the 
hypothesised relationships. 

Model fit was evaluated using established indices, including CMIN/DF, RMSEA, GFI, TLI, 
IFI, and RMR. Convergent validity was assessed using composite reliability (CR) and average 
variance extracted (AVE), while discriminant validity was evaluated using the Fornell-
Larcker criterion. Multicollinearity was examined using variance inflation factors (VIF). 

4.0 Results and Discussion 

4.1  Results 

Response Rate 
A total of 600 questionnaires were distributed electronically to undergraduate students of 
Plateau State University, Bokkos and the University of Jos. Of these, 510 questionnaires were 
returned, representing an initial response rate of 85.0%. After data screening, 22 
questionnaires were excluded due to incomplete responses and missing values. 
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Consequently, 488 questionnaires were retained for analysis, resulting in a valid response rate 
of 81.3%. 

The valid response rate exceeds the minimum sample size of 88 respondents generated 
through G*Power analysis and is considered adequate for covariance-based structural 
equation modelling (CB-SEM). The relatively high response rate reduces the likelihood of 
non-response bias and enhances the credibility of the study findings. 

Descriptive Statistics 
A sample of 488 students from Plateau State University, Bokkos and University of Jos, 
participated in the study. Demographic characteristics, summarized in Table 1, reveal a 
gender distribution of 55.7% female (N=272) and 44.3% male (N=216). Age-wise, 80.3% 
(N=392) were 18–27 years, and 19.7% (N=96) were 28–37 years. Marital status showed 93.4% 
(N=456) single and 6.6% (N=32) married. Academic levels included 10.0% (N=49) in 100 Level, 
15.2% (N=74) in 200 Level, 35.7% (N=174) in 300 Level, 37.7% (N=184) in 400 Level, and 1.4% 
(N=7) in 500 Level. 

Table 1: Demographic Characteristics of Respondents (N=488) 
Variable Category N % 
Gender 
Female 272 55.7 
Male 216 44.3 
Age 
18–27 Years 392 80.3 
28–37 Years 96 19.7 
Marital Status 
Single 456 93.4 
Married 32 6.6 
Academic Level 
100 Level 49 10.0 
200 Level     74 15.2 
300 Level   174 35.7 
400 Level   184 37.7 
500 Level     7 1.4 

Source: Field Survey, 2026 

Measurement Model 
The measurement scales for the HEdPERF dimensions (non-academic aspects (NAA), 
academic aspects (ACA), reputation (REP), access (ACC), programme issues (PRO)) and 
student satisfaction (SAT) were evaluated using confirmatory factor analysis (CFA). As shown 
in Table 2, composite reliability (CR) values exceeded the recommended threshold of 0.70, 
while Cronbach's alpha coefficients ranged from 0.776 to 0.814, indicating satisfactory 
reliability and internal consistency (Hair et al., 2022). Similarly, all average variance extracted 
(AVE) values exceeded 0.50, confirming convergent validity (Fornell & Larcker, 1981). 

A notable outcome of the CFA was the deletion of several measurement items due to low 
standardized factor loadings. Although item purification is a common procedure in SEM, the 
relatively high number of deleted items warrants explanation. The original HEdPERF 
instrument was developed and validated within relatively stable educational environments. 
In contrast, the present study was conducted in universities operating within a security-
threatened environment characterized by periodic disruptions, security concerns, 
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infrastructural limitations, and uncertainty. These contextual realities may have altered 
students' evaluation criteria, thereby reducing the relevance of some traditional service 
quality indicators. 

Furthermore, students in conflict-affected settings may place greater emphasis on institutional 
responsiveness, safety-related support, communication effectiveness, and continuity of 
services than on some conventional service quality dimensions emphasized in stable 
environments. Consequently, several items failed to load adequately on their respective 
constructs and were removed to improve construct validity and overall model fit. 
Importantly, the retained items demonstrated satisfactory psychometric properties and 
adequately represented the underlying constructs. 

Table 2: Composite Reliability and Convergent Validity 
Construct Items Loadings AVE CR Alpha 
      

NAA naa4, naa5, naa6 0.75, 0.71, 0.73 0.563 0.774 0.790 
ACA aca1, aca2, aca3 0.73, 0.79, 0.73 0.534 0.794 0.788 
REP rep1, rep2, rep3 0.71, 0.72, 0.76 0.558 0.773 0.777 
PRO pro2, pro3, pro4 0.71, 0.73, 0.71 0.574 0.760 0.776 
ACC acc3, acc4, acc5 0.74, 0.75, 0.79 0.578 0.804 0.803 
SAT sat3, sat4, sat6, sat7 0.71, 0.76, 0.72, 0.75 0.541 0.825 0.814 

Note: naa1, naa2, naa3, naa7, naa8, naa9; naa10, naa11, naa12, naa13; aca4, aca5, aca6, aca7, 
aca8, aca9; rep4, rep5, rep6, rep7, rep8, rep9; pro1; acc1, acc2, acc6; sat1, sat2, sat5, sat8 & sat9 
were all deleted due to low factor loading  

Discriminant Validity 
Discriminant validity was assessed using the Fornell-Larcker criterion. As presented in Table 
3, the square root of the AVE for each construct exceeded its correlations with other constructs, 
confirming satisfactory discriminant validity. 
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Table 3: Discriminant Validity 
 ACA NAA REP PRO ACC SAT 
ACA 0.730      
NAA 0.557** 0.750     
REP 0.450** 0.340** 0.746    
PRO 0.414** 0.430** 0.394** 0.757   
ACC 0.415** 0.361** 0.368** 0.448** 0.760  
SAT 0.262** 0.490** 0.154** 0.137** 0.199** 0.735 

** Correlation is significant at the 0.01 level (2-tailed). Diagonal values are square roots of 
AVE. 

Multicollinearity diagnostics showed that tolerance values ranged from 0.582 to 0.727, while 
VIF values ranged from 1.375 to 1.718. These values fall within acceptable limits, indicating 
the absence of multicollinearity among the predictor variables. 

Structural Model Fit 
The structural model was evaluated using covariance-based structural equation modelling. 
The model demonstrated satisfactory fit to the observed data. Specifically, the fit indices 
yielded CMIN/DF = 3.027, RMR = 0.041, RMSEA = 0.065, GFI = 0.908, TLI = 0.908, and IFI = 
0.926. These values satisfy the recommended thresholds for acceptable model fit (Hu & 
Bentler, 1999). 

  

Figure 2: Structural Model 

 

The structural model illustrates the relationships among the HEdPERF dimensions and 
student satisfaction. 
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The explanatory power of the model was assessed using the coefficient of determination (R²). 
The results indicate that the five HEdPERF dimensions jointly explained 54% of the variance 
in student satisfaction (R² = 0.54). This suggests moderate-to-substantial explanatory power 
and demonstrates that service quality dimensions are important determinants of student 
satisfaction within the study context.  

Hypotheses Testing 
Five hypotheses were tested to examine the influence of HEdPERF dimensions on student 
satisfaction. The results are summarized in Table 4. The decision rule was to reject the null 
hypothesis if the p-value was less than 0.05, accepting the alternative hypothesis, and fail to 
reject the null hypothesis if the p-value was greater than 0.05. 

Table 4: Results of Hypotheses 
Hypotheses Path Regression 

Estimates 
S.E. C.R. p-value Tolerance VIF 

        

H1 SAT ← NAA 0.875 .120 7.126 .000 .635 1.576 
H2 SAT ← ACA -0.218 .105 -2.069 .039 .582 1.718 
H3 SAT ← REP 0.027 .077 .353 .724 .727 1.375 
H4 SAT ← ACC 0.100 .076 1.377 .168 .714 1.401 
H5 SAT ← PRO -0.273 .090 -3.018 .003 .676 1.478 

The relationship between non-academic aspects and student satisfaction (H1) was strongly 
positive and statistically significant (β = 0.875, C.R. = 7.126, p = 0.000), supporting the 
hypothesis that non-academic aspects positively influence student satisfaction in terrorism-
threatened environments. In contrast, academic aspects exhibited a negative and statistically 
significant relationship with satisfaction (H2; β = -0.218, C.R. = -2.069, p = 0.039), contrary to 
the hypothesized positive effect. This led to the rejection of H2, as the direction opposed 
expectations. 

Institutional reputation (H3) showed a positive but non-significant relationship with 
satisfaction (β = 0.027, C.R. = 0.353, p = 0.724), failing to reject the null hypothesis, indicating 
no significant influence on student satisfaction. Similarly, access (H4) demonstrated a positive 
but non-significant effect (β = 0.100, C.R. = 1.377, p = 0.168), failing to reject the null hypothesis 
and suggesting that access does not significantly impact satisfaction. Programme issues (H5) 
revealed a negative and statistically significant relationship with satisfaction (β = -0.273, C.R. 
= -3.018, p = 0.003), rejecting H5 due to the unexpected negative direction, contrary to the 
hypothesized positive effect. 

4.2 Discussion 
This study examined the influence of service quality dimensions on student satisfaction in 
terrorism-threatened universities using the HEdPERF model. The findings reveal that service 
quality dimensions do not contribute equally to student satisfaction within conflict-affected 
higher education environments, suggesting that contextual realities significantly shape 
students’ evaluations of institutional performance. 

The findings indicate that non-academic aspects exert a strong positive influence on student 
satisfaction. This result is consistent with the findings of Fernandes et al. (2013), Owusu et al. 
(2023), and Bahadur, (2024), who reported that administrative responsiveness, student 
support services, and effective communication significantly enhance student satisfaction. In 
the context of Plateau State University and the University of Jos, students appear to place 
substantial value on administrative support systems, welfare services, communication 
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channels, and institutional responsiveness. Beyond the explanation offered by Terror 
Management Theory (TMT), the finding may also reflect the practical realities of studying in 
an environment characterized by periodic security concerns and uncertainty. Under such 
circumstances, students are likely to appreciate institutions that provide efficient support 
services capable of addressing both academic and non-academic challenges. Consequently, 
non-academic services function not only as quality indicators but also as mechanisms for 
promoting confidence, stability, and continuity within the university environment. 

Contrary to expectations, academic aspects exhibited a significant negative relationship with 
student satisfaction. This finding differs from earlier studies conducted in relatively stable 
educational environments, where academic quality consistently emerged as a major 
determinant of satisfaction (Abdullah, 2006; Ali et al., 2020; Bahadur,2024). The negative 
relationship may indicate dissatisfaction with teaching effectiveness, learning resources, 
classroom experiences, and academic support mechanisms. While TMT suggests that external 
threats can shift students’ priorities away from traditional academic concerns toward 
immediate security and psychological needs, alternative explanations are equally plausible. 
In many Nigerian public universities, challenges such as lecturer shortages, overcrowded 
classrooms, inadequate instructional facilities, unstable academic calendars, and insufficient 
learning resources frequently affect students’ academic experiences. These institutional 
constraints may have contributed to the negative perception of academic services observed in 
this study. 

The study further found that institutional reputation had no significant effect on student 
satisfaction. This finding supports Sultan and Wong (2013), who argued that students tend to 
evaluate universities primarily based on their direct experiences rather than on symbolic 
indicators of prestige. The result suggests that students in terrorism-threatened environments 
may prioritize functional aspects of service delivery over institutional image. While 
reputation remains important for attracting prospective students, its influence on the 
satisfaction of currently enrolled students appears limited when compared with their day-to-
day interactions with academic and administrative systems. In environments facing security 
challenges, tangible support and service effectiveness may outweigh perceptions of 
institutional prestige. 

Similarly, access was found to have a positive but statistically insignificant influence on 
student satisfaction. This finding partially aligns with Duarte et al. (2012), who observed that 
access-related factors do not always translate into higher satisfaction when other 
environmental constraints are present. The result may indicate that students have adapted to 
existing access limitations and no longer perceive them as critical determinants of their overall 
university experience. Furthermore, security measures, movement restrictions, transportation 
difficulties, and infrastructural limitations may have normalized accessibility challenges, 
thereby reducing their influence on satisfaction judgments. Consequently, although access 
remains important, it appears less influential than support-oriented services within the 
current context. 

Programme issues were found to have a significant negative influence on student satisfaction. 
This finding contrasts with Abdullah (2006) and several HEdPERF studies that reported 
positive relationships between programme quality and student satisfaction. The result 
suggests that students may be dissatisfied with programme delivery, curriculum 
implementation, scheduling flexibility, and the overall management of academic 
programmes. In conflict-affected environments, security disruptions often result in 
interrupted academic calendars, postponed examinations, shortened semesters, and delays in 
graduation timelines. Such disruptions may undermine students’ confidence in the 
effectiveness and predictability of their academic programmes. In addition, resource 
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shortages and institutional operational challenges may limit the ability of universities to 
provide flexible and responsive programme structures. Consequently, programme-related 
issues may become sources of frustration rather than satisfaction. 

Overall, the findings demonstrate that service quality perceptions within terrorism-
threatened universities differ from those commonly reported in stable educational 
environments. While traditional HEdPERF studies generally identify academic quality, 
reputation, and programme issues as positive drivers of student satisfaction, the present study 
shows that students operating within security-challenged contexts place greater emphasis on 
immediate support services and institutional responsiveness. The findings therefore support 
the contextual relevance of Terror Management Theory by demonstrating how perceptions of 
risk and uncertainty may reshape students’ service quality priorities. At the same time, the 
results highlight the importance of considering broader institutional factors, including 
infrastructure, resource availability, administrative effectiveness, and programme 
management, when explaining student satisfaction in higher education institutions operating 
under conditions of insecurity. 

5.0 Conclusions 
This study examined the influence of service quality dimensions on student satisfaction 
within terrorism-threatened universities using the HEdPERF model and Terror Management 
Theory (TMT). The findings reveal that non-academic aspects constitute the most important 
determinant of student satisfaction, while academic aspects and programme issues negatively 
influence satisfaction. In contrast, institutional reputation and access were found to have no 
significant effect on student satisfaction. 

The study demonstrates that students in conflict-affected higher education environments 
evaluate service quality differently from students in relatively stable settings. Rather than 
focusing primarily on institutional prestige or accessibility, students place greater value on 
responsive administrative support, effective communication, welfare services, and 
institutional mechanisms that promote safety, stability, and continuity. The negative effects 
of academic aspects and programme issues further suggest that insecurity-related 
disruptions, resource constraints, and instability in academic delivery can undermine 
students' educational experiences and satisfaction. 

From a policy perspective, the findings underscore the need for higher education 
policymakers and university administrators to recognize security and psychosocial support 
as integral components of educational quality in conflict-prone regions. Higher education 
policies designed for universities operating under conditions of insecurity should extend 
beyond traditional concerns of teaching quality and infrastructure to include student 
protection, psychological support, crisis preparedness, and institutional resilience. 
Consequently, service quality frameworks for universities in conflict zones should 
incorporate security-sensitive and student-support dimensions capable of addressing the 
unique challenges faced by students in such environments. 

 

5.1 Implications 
This study contributes to the higher education service quality literature by extending the 
applicability of the HEdPERF model to conflict-affected university environments. The 
findings demonstrate that the relative importance of service quality dimensions changes when 
students operate under conditions of insecurity and uncertainty. By integrating Terror 
Management Theory with HEdPERF, the study provides a novel theoretical explanation for 
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how perceptions of threat and vulnerability shape students' evaluation of university services. 
The negative effects of academic aspects and programme issues challenge conventional 
assumptions within service quality literature and suggest the need for future studies to 
incorporate contextual variables such as insecurity, institutional resilience, and psychological 
well-being into higher education service quality models. 

The findings also provide important insights for university managers, government agencies, 
and higher education regulators responsible for institutions operating in conflict-prone 
environments. The results suggest that improving student satisfaction requires a holistic 
approach that combines academic quality with robust student support systems and 
institutional safety mechanisms. 

Universities located in conflict-affected areas should strengthen student support structures, 
crisis management systems, and communication channels to ensure continuity of learning and 
student well-being. Policymakers should also integrate security preparedness and 
psychosocial support into quality assurance frameworks for higher education institutions 
operating in regions experiencing persistent insecurity. 

Based on the findings of this study, the following recommendations are proposed: 

1. Universities should establish and strengthen professionally staffed student 
counselling and psychological support centres to provide mental health services, 
trauma counselling, and stress-management programmes for students affected by 
insecurity and conflict-related experiences. 

2. University management should deploy integrated security alert and emergency 
communication systems, including SMS alerts, mobile applications, dedicated 
emergency hotlines, and real-time notification platforms, to enhance students' sense 
of safety and improve emergency response capabilities. 

3. Higher education institutions should establish campus safety and crisis-response units 
that work collaboratively with security agencies, local communities, and student 
representatives to monitor security risks and coordinate preventive measures. 

4. Universities should adopt flexible academic delivery systems, including hybrid and 
online learning platforms, to minimize disruptions to teaching and learning during 
periods of heightened insecurity or emergency restrictions. 

5. Academic programme administrators should improve programme scheduling, 
communication, and curriculum delivery mechanisms to reduce uncertainties arising 
from disrupted academic calendars, postponed examinations, and delayed graduation 
processes. 

6. The National Universities Commission (NUC) and relevant higher education 
authorities should incorporate security preparedness, student welfare services, and 
psychosocial support indicators into institutional quality assurance and accreditation 
frameworks, particularly for universities operating in conflict-affected regions. 

 

5.3 Limitations and Suggestions for Further Research 
This study was conducted in two public universities located within the same conflict-affected 
state, which may limit the generalizability of the findings to other institutional and 
geographical contexts. In addition, the cross-sectional design restricts causal interpretation of 
the observed relationships. 
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Future studies should employ longitudinal research designs to examine how student 
satisfaction evolves as security conditions change over time. Comparative studies involving 
universities from both conflict-affected and non-conflict-affected regions would further 
enhance understanding of contextual differences in service quality perceptions. Future 
researchers may also investigate the moderating or mediating roles of institutional resilience, 
psychological well-being, perceived security, and student coping mechanisms in explaining 
student satisfaction within higher education environments affected by insecurity. 
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