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Abstract 

 The objectives of this research were (1) to determine the level of students’ satisfaction 

with the services provided by the Sichuan–Chongqing Employment Service Center, and (2) to 

identify the key factors influencing this satisfaction. This study employed a quantitative 

research design. The population consisted of 1,200 students who received services during the 

2025 academic year, with a sample size of 291 students selected through simple random 

sampling. The research instrument was a structured questionnaire using a five-point Likert 

scale, covering six dimensions: service quality, staff attitude, information quality, resource 

availability, training programs, and service environment. Data were analyzed using mean, 

standard deviation, t-test, ANOVA, and multiple regression analysis. The study is expected to 

provide evidence-based insights to improve the effectiveness and student-centeredness of 

career support services. The findings aim to support students’ transition from education to 

employment within China’s rapidly developing Sichuan–Chongqing economic zone. 
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Introduction 
 Student satisfaction is widely recognized as a critical indicator of service effectiveness 

and institutional performance in higher education environments (Elliott & Shin, 2002; Hill, 

2005). Within employment support contexts, satisfaction reflects students’ evaluation of how 

well services meet their career-related expectations and developmental needs (Feldman & 

Whitcomb, 2005; Reardon et al., 2011). As regional economies such as the Sichuan–

Chongqing economic zone undergo rapid transformation, employment service centers play a 

pivotal role in enhancing graduate employability and workforce readiness (World Bank, 2020; 

Bridgstock, 2009). 

Service quality theory provides a foundational framework for evaluating student 

perceptions of institutional support. The SERVQUAL model conceptualizes service quality 

through dimensions such as reliability, assurance, responsiveness, empathy, and tangibles 

(Parasuraman et al., 1988; Buttle, 1996). In educational settings, service quality has been 

empirically linked to student satisfaction and retention (Cronin & Taylor, 1992; DeShields et 

al., 2005; Yusoff et al., 2015). Furthermore, Expectation–Confirmation Theory posits that 

satisfaction emerges when perceived service performance meets or exceeds prior expectations 

(Elliott & Shin, 2002). 

In the context of employment service centers, constructs such as staff attitude, 

information quality, and resource availability represent operational manifestations of these 

theoretical dimensions. For instance, staff professionalism reflects the assurance and empathy 

components of SERVQUAL (Parasuraman et al., 1988), while information quality relates to 

reliability and responsiveness in service delivery (Gruber et al., 2010; Gupta & Kaushik, 2018). 

Therefore, this study integrates service quality theory and satisfaction frameworks to 

systematically examine the determinants of students’ satisfaction at the Sichuan–Chongqing 

Employment Service Center. 
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Research Methodology 
 This study utilized a quantitative research design to systematically measure factors 

influencing student satisfaction. 

Population and Sample: The population comprised 1,200 students who utilized the 

Sichuan–Chongqing Employment Service Center in 2025. A sample of 291 participants 

was selected using simple random sampling based on Krejcie and Morgan’s table. 

Research Instrument: A three-part structured questionnaire was used: (1) 

Demographic information, (2) Factors influencing satisfaction (30–36 items), and (3) 

Overall satisfaction level (6–8 items) . The questionnaire employed a 5-point Likert 

scale. 

Validity and Reliability: Content validity was ensured through the Index of Item-

Objective Congruence (IOC) by three experts, achieving values between 0.67 and 1.00. 

Reliability was confirmed using Cronbach’s alpha in a pilot test with 30 students . 

Data Collection: Data were collected both online via QR codes and paper-based at the 

center’s reception and counseling areas . 

Data Analysis: Descriptive statistics (Mean, S.D.) summarized characteristics and 

perceptions . Inferential statistics, including t-test, ANOVA, Pearson Correlation, and 

Multiple Regression, identified significant predictors of satisfaction . 

 

Result 
Based on the research design and research objectives, the results are categorized into 

the following key findings: 

The analysis of demographic data for the 291 respondents indicates a diverse user base, 

primarily aged 18–23, spanning various academic majors such as Business, Engineering, and 

Education. A significant portion of the sample consisted of students who had used the center 

"Sometimes" or "Often," reflecting a sustained reliance on the center's resources for career 

planning. 

Regarding the primary factors influencing satisfaction, the quantitative data shows that 

Staff Attitude and Information Quality emerged as the most positively perceived dimensions. 

Students rated the professionalism, helpfulness, and empathy of the staff as "High" or "Very 

High," indicating that interpersonal interactions are a cornerstone of the service experience. 

Similarly, the timeliness and relevance of job postings and training announcements were 

identified as critical strengths that meet students' expectations for accuracy and clarity. 

The Service Environment and Resource Availability were also significant factors, with 

students expressing satisfaction with the cleanliness, organization, and accessibility of digital 

resources like online job portals. The Training and Guidance Programs, specifically workshops 

on resume writing and interview preparation, were noted for their practical value in improving 

job-search skills and boosting confidence. 

Finally, the Overall Satisfaction level among students at the Sichuan–Chongqing 

Employment Service Center was determined to be at a "High" level. The multiple regression 

analysis confirmed that Service Quality, Staff Attitude, and Information Quality are the 

strongest predictors of satisfaction. Students indicated a high likelihood of recommending the 

center’s services to their peers, reinforcing the institutional reputation and trust. 

 

Discussion and conclusions 

 The findings demonstrate that Service Quality, Staff Attitude, and Information Quality 

are the strongest predictors of student satisfaction. However, these results require deeper 

theoretical interpretation beyond descriptive observation. 
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 1. Service Quality as a Structural Determinant 

 The strong predictive role of overall Service Quality aligns with SERVQUAL theory, 

which posits that perceived quality directly influences customer satisfaction (Parasuraman et 

al., 1988; Cronin & Taylor, 1992). In this study, students’ high satisfaction levels suggest that 

the center successfully delivers reliable and responsive services. This finding is consistent with 

research indicating that institutional service quality significantly predicts satisfaction and 

loyalty in higher education contexts (DeShields et al., 2005; Yusoff et al., 2015). 

Importantly, service quality in employment centers extends beyond physical facilities to 

include procedural clarity and outcome effectiveness. When students perceive that career 

services improve employability prospects, satisfaction becomes linked to tangible career 

advancement (Feldman & Whitcomb, 2005; Bridgstock, 2009). 

 2. Staff Attitude as an Assurance and Empathy Mechanism 

 The dominant influence of Staff Attitude reflects the interpersonal dimension of service 

delivery. Within the SERVQUAL framework, assurance and empathy are critical in shaping 

positive service evaluations (Parasuraman et al., 1988). When staff demonstrate 

professionalism, expertise, and personalized care, students experience psychological 

reassurance during the often stressful job-search process. 

This finding supports service management literature suggesting that employee attitudes 

significantly affect customer satisfaction (Chi & Gursoy, 2009). In higher education settings, 

student engagement and perceived support from staff are strongly associated with satisfaction 

and institutional trust (Cheng, 2014; Bryson & Hand, 2007). Therefore, Staff Attitude functions 

not merely as a behavioral variable but as a trust-building mechanism that reduces employment 

anxiety and enhances emotional satisfaction. 

 3. Information Quality as Reliability and Value Confirmation 

 The significance of Information Quality can be interpreted through Expectation–

Confirmation Theory. Students approach employment service centers with expectations of 

receiving timely, accurate, and relevant job information. When these expectations are 

confirmed through up-to-date postings and practical training announcements, satisfaction 

increases (Elliott & Shin, 2002). 

Information quality also aligns with the reliability dimension of SERVQUAL (Parasuraman et 

al., 1988). Research on higher education services indicates that clear communication and 

accurate information significantly enhance perceived institutional effectiveness (Gruber et al., 

2010; Gupta & Kaushik, 2018). In employment contexts, access to relevant labor market data 

and career development workshops directly influences students’ perception of career readiness 

(Reardon et al., 2011). 

Thus, Information Quality operates as both a cognitive confirmation factor and a functional 

service attribute, reinforcing students’ belief that the center provides meaningful career value. 

 4. Systemic Interpretation of Satisfaction 

 The combined influence of Service Quality, Staff Attitude, and Information Quality 

suggests that student satisfaction is not determined by isolated factors but by an integrated 

service ecosystem. This aligns with multidimensional models of student satisfaction 

emphasizing the interaction between institutional processes, interpersonal relationships, and 

outcome expectations (Hill, 2005; Yusoff et al., 2015). 

 Moreover, in transitional environments such as employment service centers, 

satisfaction reflects not only immediate service experiences but also perceived long-term 

employability benefits (World Bank, 2020; Robotham, 2009). Therefore, satisfaction can be 

conceptualized as both an affective response and a rational evaluation of career support 

effectiveness. 
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Suggestion 

1. Recommendations for Practice and Institutional Enhancement: 

Strengthening Staff Development: Since staff attitude is a primary driver of 

satisfaction, the Center should invest in continuous professional development for 

counselors. Training should focus on advanced communication skills, career 

counseling psychology, and the latest labor market trends to ensure that "Assurance" 

and "Empathy" remain at the highest level. 

Optimizing Digital and Real-time Information: To maintain high information 

quality, the Center should upgrade its digital career platforms to include AI-driven job 

matching and instant notification systems for internship deadlines. This will ensure 

that "Timeliness" remains a competitive advantage. 

Customizing Training Programs: The results suggest that students value relevance. 

The Center should develop specialized workshops tailored to specific majors, such as 

"IT Technical Interviews" or "Business Communication in International Trade," to 

meet the diverse needs of students from different academic backgrounds. 

Improving Procedural Efficiency: Administrative processes, such as registration 

and document submission, should be further streamlined through mobile applications 

to reduce waiting times and frustration, thereby enhancing "Procedural Efficiency". 

2. Recommendations for Policy and Regional Development: 

Expanding Industry Partnerships: To improve resource availability, the Center 

should strengthen collaborations with local municipal employment agencies and 

private industries in the Sichuan–Chongqing zone. This will provide a wider variety 

of high-quality internships and job placement opportunities. 

National Alignment: The findings should be used to align local services with China's 

broader national strategies for vocational education reform and graduate employment 

rates. 

3. Recommendations for Future Research: 

Qualitative Deep-Dive: Future research should employ qualitative methods, such as 

focus groups or in-depth interviews, to explore the underlying reasons why certain 

factors, like staff empathy, have such a profound impact on students' emotional 

satisfaction. 

Longitudinal Tracking: It is recommended to conduct longitudinal studies to track 

whether high student satisfaction with the center's services leads to higher long-term 

employment rates and career success. 

Comparative Analysis: Further studies could compare student satisfaction levels 

across multiple employment service centers in different Chinese provinces to identify 

universal best practices in career guidance. 
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