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ABSTRACT 

 

This study examined the relationship between registrar general ser-

vices, physical setup, and staff familiarity in shaping student satisfac-

tion in a high school setting. Using a quantitative descriptive-correla-

tional design, responses from 264 students were analyzed through 

mean scores and Pearson’s correlation coefficients. Physical setup re-

ceived the highest mean score (3.35), followed by staff familiarity 

(3.09) and general services (2.91). Significant positive correlations 

were found between general services and physical setup (r = 0.56), 

general services and staff familiarity (r = 0.34), and physical setup and 

staff familiarity (r = 0.41). Based on these results, the study recom-

mends infrastructure improvements, empathy-based staff training, 

and digital service enhancements to foster a more student-centered 

registrar experience. 

 

Keywords: Correlational Study, General Services, High School Educa-

tion, Physical Setup, Registrar Services, Staff Familiarity, 

Student Satisfaction 

 

*Corresponding author: 

E-mail:  

mariabeylen.infornon@cit.edu 

    

  

  

  

 

  

 

 

  

 

 

 

Introduction 
In today’s increasingly competitive educa-

tional landscape, universities and colleges are 
expected to operate not only as academic insti-
tutions but also as service providers committed 
to delivering efficient, student-centered admin-
istrative services. One of the most critical yet 
often underexplored units in this regard is the 
Registrar’s Office, which plays a vital role in 
managing academic records, enrollment proce-
dures, and student documentation. At the high 
school level within a university setting, this of-
fice becomes a central hub for students  

transitioning through critical academic stages. 
Understanding student satisfaction in this con-
text is essential to enhancing service quality 
and institutional reputation. While much of the 
existing literature on student satisfaction cen-
ters on academic instruction, clinical training, 
and university-level operations, several studies 
offer transferable insights that apply directly to 
high school registrar services. Research by Mo-
hammadi et al. (2021) and Xiem et al. (2021) 
underscores that student satisfaction is shaped 
not only by educational content but also by in-
stitutional support services. Factors such as  
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accessibility, clarity of information, responsive-
ness, and the quality of interpersonal interac-
tions consistently emerge as key determinants 
of satisfaction. These dimensions are especially 
important in registrar services, where clear 
communication and efficient processes can sig-
nificantly influence student perceptions. At the 
same time, the fields of service delivery and 
customer experience (CX) offer valuable frame-
works that can be applied to academic admin-
istration. Rahimian et al. (2021) and Jaakkola  
and Terho (2021) emphasize the importance of 
service journey quality (SJQ) and touchpoint 
management highlighting that each interaction 
a customer has with an institution shapes their 
overall experience. In the registrar’s office, 
these touchpoints include form processing, in-
quiry responses, digital portals, and in-person 
transactions. A seamless, empathetic, and pro-
active service journey not only enhances satis-
faction but builds long-term trust and loyalty. 
Technological advancements also play a pivotal 
role in shaping student satisfaction and service 
quality. Studies by Chen et al. (2021) and Burns 
et al. (2021) show that contactless and online 
service models when user-friendly and well-
managed can meet evolving customer expecta-
tions. For registrar offices, this means adopting 
digital solutions like online registration plat-
forms, virtual assistance, and automated sched-
uling systems to minimize delays and improve 
convenience. Operational efficiency, as dis-
cussed by Ye et al. (2024), is also a core factor 
in boosting satisfaction through streamlined 
administrative processes. Beyond functional-

ity, emotional and psychological aspects of ser-
vice delivery are equally important. Positive in-
terpersonal interactions, empathy, and con-
sistent support foster a sense of being valued 
critical to student engagement and satisfaction 
(Calamia et al., 2022; Levy, 2022). This is par-
ticularly relevant in a high school context, 
where students may still rely heavily on admin-
istrative guidance. Anwar Zainuddin et al. 
(2017) further assert that clarity, approacha-
bility, and perceived support significantly influ-
ence satisfaction levels even if the focus was on 
academic instructors, the principles hold for 
administrative staff. Finally, student satisfac-
tion is not just an outcome it is a predictor of 
loyalty and institutional success. As Ong et al. 
(2019) demonstrate, satisfied students are 
more likely to remain engaged, speak positively 
about the institution, and maintain long-term 
relationships. In the high school registrar’s of-
fice, prioritizing service quality can have wide-
reaching effects on institutional image and stu-
dent retention. This study aims to identify and 
examine the key factors influencing student 
satisfaction with customer service delivery in a 
university’s high school registrar’s office. By 
applying interdisciplinary insights from cus-
tomer experience management, service jour-
ney optimization, and student satisfaction re-
search, this investigation seeks to inform strat-
egies for improving administrative services, 
fostering positive perceptions, and ultimately 
enhancing the overall student experience in ac-
ademic administration. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1. Conceptual Framework (Source: Author) 
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This study is grounded in the understand-
ing that student satisfaction in academic ad-
ministration is influenced by multiple interre-
lated factors, particularly within the context of 
registrar services. In the case of the High School 
Registrar’s Office, student satisfaction is 
shaped not only by the efficiency of service 
transactions but also by the environment in 
which services are delivered and the quality of 
interpersonal interactions with administrative 
personnel. The conceptual framework for this 
study identifies three primary independent 
variables: General Services, Physical Setup, and 
Staff Familiarity. General services refers to the 
students’ perception of how well registrar 
transactions are processed. This includes time-
liness, responsiveness to queries, and the clar-
ity of communication provided by the office. Ef-
ficient and dependable service is expected to 
directly contribute to a positive student experi-
ence. Physical Setup encompasses environ-
mental factors such as the office’s location, 
cleanliness, ventilation, and general accessibil-
ity. A conducive physical environment contrib-
utes to comfort, reduces stress during service 
interactions, and reinforces perceptions of pro-
fessionalism and institutional care. Staff Famil-
iarity involves the extent to which students 
know registrar personnel by name, position, or 
function. Familiarity with staff often contrib-
utes to approachability, trust, and improved 
communication, which are essential compo-
nents in fostering a student-friendly adminis-
trative environment. These three factors collec-
tively influence Perceived Service Quality, 
which acts as a mediating variable in the frame-
work. Perceived service quality refers to the 
student’s overall evaluation of registrar ser-
vices based on their actual experiences and ex-
pectations. It synthesizes operational perfor-
mance and relational attributes into a single 
judgment of how well services meet student 
needs. The dependent variable in the frame-
work is Student Satisfaction, which denotes the 
degree to which students feel content with 
their interactions and experiences within the 
High School Registrar’s Office. A high level of 
perceived service quality is hypothesized to 
lead to greater student satisfaction, which has 
further implications for institutional loyalty, 
trust, and overall student engagement. This 

conceptual framework provides the foundation 
for examining how specific service elements in-
fluence student satisfaction within academic 
administrative settings. It supports the devel-
opment of evidence-based strategies to im-
prove service delivery, enhance the student ex-
perience, and strengthen institutional support 
systems through a student-centered approach. 

 
Registrar General Services 

While the SERVQUAL model is widely rec-
ognized for assessing service quality through 
dimensions such as reliability, responsiveness, 
assurance, empathy, and tangibles, this study 
does not directly apply the SERVQUAL frame-
work. Instead, it draws on its theoretical in-
sights to frame the importance of quality ser-
vice delivery in academic settings, particularly 
within registrar offices. Sari et al. (2022) 
demonstrated how SERVQUAL and the Kano 
model can identify service gaps in academic 
and administrative systems, underscoring the 
importance of improving aspects that signifi-
cantly affect student satisfaction. Similarly, 
studies conducted in university and digital ad-
ministrative contexts Bayan (2024) validated 
the relevance of service quality frameworks in 
enhancing student perceptions. In the Philip-
pine context, Escarda and Halun (2024) exam-
ined the evolution of frontline services in Cebu 
Normal University’s registrar office, highlight-
ing how responsiveness and service efficiency 
shape student satisfaction. Research has also 
shown that aspects such as timeliness, helpful-
ness, and clarity in registrar services, key con-
cerns in this study are often reflected in 
broader service quality outcomes (Stankovska 
et al., 2024; Sharifi et al., 2021).  

 
Physical Setup 

The physical environment of educational 
service spaces influences satisfaction, comfort, 
and emotional well-being. Costa et al. (2020) 
showed that relocating to a modern campus 
with enhanced facilities led to increased stu-
dent satisfaction, highlighting the value of in-
frastructure quality in educational contexts. In 
professional environments, Pehlivanoglu et al. 
(2020) revealed that institutional physical con-
ditions impact job satisfaction, suggesting par-
allels with student satisfaction in registrar  
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environments. Liu et al. (2021) connected qual-
ity physical environments to psychological 
well-being and life satisfaction among students, 
especially when facilities support physical ac-
tivity and self-efficacy. Studies by Beresford et 
al. (2022) and Liu et al. (2022) confirmed that 
even digital and neighborhood physical setups 
affect satisfaction. Beresford emphasized the 
role of digital interfaces in remote service qual-
ity, while Liu showed that well-maintained en-
vironments contribute to life satisfaction 
through health behaviors. Drawanizai et al. 
(2022) found that the cleanliness, comfort, and 
accessibility of hospital environments signifi-
cantly influence satisfaction. These results par-
allel registrar office contexts, where physical 
layout and comfort levels affect service percep-
tion. Yu et al. (2022) and Li et al. (2024) further 
demonstrated that satisfaction with physical 
facilities directly impacts student engagement 
and well-being, particularly in relation to phys-
ical education and participation in activities. 
These findings suggest that improving the 
physical environment of registrar offices can 
directly influence how students perceive the 
quality of administrative services. 

 
Staff Familiarity 

The quality of staff-student relationships is 
essential for shaping educational experiences. 
Strong, positive relationships correlate with 
improved academic achievement, behavior, 
and mental health (Schroder, 2024). These out-
comes affirm the importance of interpersonal 
connection and support in non-instructional 
contexts such as registrar services. A review on 
the Teacher-Student Relationship (TSR) em-
phasized its influence on student motivation 
and performance (Cook McLaurin, 2024). 
These relational dynamics, though focused on 
instructional roles, also apply to administrative 
staff who interact frequently with students and 
guide them through essential processes. An-
other study linked staff-student familiarity to 
improved school climate and attendance, con-
firming that relational quality enhances overall 
satisfaction. However, some educators still pri-
oritize content delivery over relationship-
building, potentially limiting the relational ben-
efits in academic settings (Kennedy, 2022). 
Strategies to foster strong staff-student  

relationships include promoting small learning 
communities, encouraging empathy-building, 
and personalizing service delivery (Hernandez 
et al., 2024). During periods of disruption, such 
as the COVID-19 pandemic, relational continu-
ity becomes even more critical, with studies 
noting that strong staff-student ties offer emo-
tional stability and institutional trust (EdTrust 
MDRC, 2021) Finally, in post-secondary set-
tings, relationships with advisors and staff in-
fluence students' confidence and aspiration de-
velopment. These bonds also contribute to stu-
dents’ sense of belonging and increase their en-
gagement with institutional processes. 

 
Perceived Service Quality and Student Satis-
faction 

Perceived Service Quality functions as a 
mediating variable that encapsulates students’ 
overall evaluations of service performance. 
Studies consistently show that students do not 
merely respond to the functional delivery of 
services but assess their quality based on per-
sonal perceptions and expectations. When ser-
vice delivery, environment, and interpersonal 
interactions align with student expectations, 
perceived quality increases, leading to higher 
satisfaction. Student satisfaction, the depend-
ent variable in this framework, is influenced by 
operational efficiency, clear communication, 
and supportive interactions. Mohammadi et al. 
(2021) identified accessibility, responsiveness, 
and interpersonal quality as key contributors 
to student satisfaction in Iranian universities. 
Xiem et al. (2021) highlighted that student-cen-
tered administrative support significantly 
shapes satisfaction in Vietnamese institutions. 
Ong et al. (2023) emphasized that student sat-
isfaction not only improves immediate aca-
demic experiences but also affects long-term 
loyalty and institutional reputation. Therefore, 
improvements in registrar services have cas-
cading benefits for both students and the uni-
versity. The reviewed literature confirms the 
theoretical and empirical foundations of the 
proposed conceptual framework.  

 
Research Objectives 

This study aims to examine the factors that 
influence student satisfaction in the high school 
registrar’s office of a private academic  
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institution in Cebu City, Philippines. Specifi-
cally, it investigates how registrar general ser-
vices, the physical setup of the registrar’s office, 
and the level of staff familiarity contribute to 
students’ perceptions of service quality and 
their overall satisfaction with administrative 
services. Specifically, it addresses the follow-
ing:  
1. To determine the level of student satisfac-

tion with the services provided by the high 
school registrar’s office. 

2. To assess the level of student satisfaction 
with the physical setup and location of the 
registrar’s office. 

3. To evaluate the level of familiarity and in-
teraction between students and registrar 
staff. 

4. To examine the strength and direction of 
associations among key dimensions of reg-
istrar general services, specifically overall 
service, physical setup, and staff familiarity. 

5. To propose evidence-informed recommen-
dations for enhancing registrar general ser-
vices based on the observed patterns in stu-
dent responses.  

 
Research Methodology 
Research Design 

This study utilized a quantitative descrip-
tive-correlational research design. The study 
used a descriptive approach to measure stu-
dents' satisfaction with registrar services, the 
physical setup, and staff familiarity. It also em-
ployed a correlational method to explore how 
these factors relate to overall student satisfac-
tion. Descriptive research is widely used to as-
sess student satisfaction across educational 
contexts. Hong et al. (2022) demonstrated how 
environmental factors like lighting and furni-
ture influenced student satisfaction in a learn-
ing commons. Similarly, Gouda et al. (2021) 
used a descriptive correlational design to link 
nursing students' satisfaction with their per-
ceptions of students' rights. These studies 
show that descriptive approaches effectively 
capture trends and perceptions, making them 
valuable in evaluating administrative services 
and learning environments. This design was 
chosen because it allows for the systematic col-
lection of numerical data to describe the cur-
rent state of student satisfaction and to explore 

possible statistical associations between multi-
ple independent and dependent variables with-
out manipulating them. More specifically, the 
study employed a predictive correlational de-
sign, a subtype of correlational research. This 
approach was appropriate since the study 
aimed not only to determine whether a rela-
tionship exists but also to examine the extent to 
which registrar general services, physical 
setup, and staff familiarity predict student sat-
isfaction. Predictive correlational designs are 
ideal for identifying which factors among a set 
of variables best explain or forecast outcomes 
of interest, in this case, student satisfaction. 
Predictive correlational research is widely 
used in educational studies to explore how spe-
cific variables relate to outcomes like academic 
performance, motivation, and organizational 
effectiveness. Ugwuanyi et al. (2020) and Chat-
zinikolaou and Tsirides (2020) demonstrated 
how psychological factors predict academic 
outcomes, while Marley and Wilcox (2022) 
highlighted the role of social support in aca-
demic success. In organizational contexts, 
Nwanzu and Babalola (2021) and Suleman et 
al. (2021) used predictive designs to show how 
spirituality and leadership behaviors influence 
workplace outcomes. These studies affirm the 
appropriateness of using predictive correla-
tional design to examine how registrar general 
services, physical setup, and staff familiarity in-
fluence student satisfaction in academic set-
tings. 

 
Research Participants 

The respondents of the study consisted of 
264 Grade 10 students enrolled during the aca-
demic year 2024–2025 at a private academic 
institution in Cebu City, Philippines. These stu-
dents were distributed across six designated 
sections: Respect, Peace, Love, Happiness, Co-
operation, and Freedom. Grade 10 was pur-
posefully selected as the target level, as stu-
dents in this cohort are considered completers 
of Junior High School and are required to pro-
cess essential academic documents such as re-
port cards, certificates, and clearance forms be-
fore transitioning to Senior High School. This 
transition necessitates direct interaction with 
the registrar’s office, thereby making Grade 10 
students more familiar with institutional  
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administrative procedures and services com-
pared to those in lower grade levels. While this 
purposive sampling ensures relevance to the 
study’s objectives, it may limit the generaliza-
bility of findings to other grade levels or school 
types. Students in Senior High School or other 
institutions may have different experiences or 
expectations regarding registrar services. Fu-
ture studies may consider broader sampling to 
capture a more diverse range of student per-
spectives. 

 
Research Instrument  

The primary data-gathering tool used in 
this study was a structured survey question-
naire thoughtfully crafted by the High School 
Guidance Office. This collaboration ensured 
that the instrument was developmentally ap-
propriate and addressed the specific context 
and needs of high school students. The items 
were designed to assess the following key con-
structs: Satisfaction with registrar services, 
Satisfaction with the physical setup of the reg-
istrar's office, Familiarity with registrar staff, 
and Overall student satisfaction. Each item was 
rated on a 4-point Likert scale. The use of a 4-
point Likert scale, which omits a neutral mid-
point, was intentional. This forced-choice for-
mat was selected to prompt students to take a 
definitive stance on each item, thereby enhanc-
ing the interpretability of the data. It also helps 
mitigate tendencies toward social desirability 
bias and indecisiveness, which are common in 
adolescent populations. The instrument's 
structure is particularly suited to school-based 
assessments, where actionable and clear feed-
back is essential for service improvement. To 
ensure the instrument’s reliability, a pilot test 
was conducted with a sample of 30 students 
from a comparable grade level. The resulting 

Cronbach’s alpha coefficient was 0.87, indicat-
ing high internal consistency across the survey 
items. Content validity was established through 
expert review by guidance counselors and aca-
demic coordinators, who assessed item rele-
vance, clarity, and alignment with the study’s 
objectives. 

 
Data Analysis and Statistical Tools 

To ensure a rigorous and focused examina-
tion of the research data, appropriate statistical 
techniques were employed based on the nature 
of the variables and the aims of the study. First, 
descriptive statistics, including measures of 
central tendency (mean) and variability (stand-
ard deviation), were computed to summarize 
student perceptions of registrar general ser-
vices, physical setup, and staff familiarity. 
These metrics provided an overview of how 
students rated these institutional features. 
Prior to applying Pearson’s r Correlation Coef-
ficient, the assumptions of linearity and nor-
mality were tested. Linearity was assessed 
through scatterplot visualization, confirming 
that the relationships among variables were 
approximately linear. Normality of the data dis-
tribution was evaluated using the Shapiro-Wilk 
test, which indicated that the data met the 
threshold for parametric analysis. With the as-
sumptions of linearity and normality con-
firmed through scatterplot visualization and 
the Shapiro-Wilk test, Pearson’s r was applied 
to explore the relationships among the study’s 
key variables. Table 1 presents an overview of 
the variable pairings and the interpretive focus 
guiding the correlation analysis, highlighting 
how each relationship contributes to under-
standing student satisfaction in registrar ser-
vices. 

 
Table 1. Overview of Variable Pairings and Interpretive Focus on Correlation Analysis  

Variable Pair What it Explores 

General Services < > Physical Set-up 
Do students who perceive better services also value 
the facilities? 

General Services < > Familiarity 
Does positive service experience increase familiarity 
with processes?  

Physical Set-up < >  Familiarity 
Are better facilities linked to students' comfort and 
procedural awareness? 

(Source: Author)
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By assessing inter-variable correlations, 
the study identified potential linkages and pat-
terns within students’ service-related experi-
ences. All statistical analyses were conducted 
using licensed software such as the Statistical 
Package for the Social Sciences (SPSS). Inter-
pretation of results followed conventional sig-
nificance criteria, with p-values less than 0.05 
considered statistically significant. This en-
sured that inferences drawn from the data 
were grounded in objective evidence and sta-
tistical integrity. 

 
Ethical Considerations 

Given that the respondents of this study 
were Grade 10 students, strict ethical protocols 
were observed to ensure the protection and 
well-being of all participants. Prior to data col-
lection, permission was obtained from the 
school administration, and informed consent 
was sought from the parents or legal guardians 
of the students. Assent was also obtained from 
the students themselves, ensuring that partici-
pation was voluntary and based on a clear un-
derstanding of the study's purpose. Confidenti-
ality and anonymity were maintained  

throughout the research process. Students 
were assured that their responses would be 
kept strictly confidential and would not affect 
their academic standing. No identifying infor-
mation was collected, and data were reported 
in aggregate form only. Participants were in-
formed that they could withdraw from the 
study at any point without any negative conse-
quences. The survey was designed to be non-
intrusive and respectful of students’ time and 
comfort. Ethical approval for the study was se-
cured from the institution’s research ethics 
committee to ensure adherence to established 
research guidelines involving minors. 

 
Results and Discussion 

The study sought to assess the level of sat-
isfaction among students regarding the ser-
vices provided by the High School Registrar’s 
Office. The analysis was based on three key var-
iables: general services, physical set-up/loca-
tion, and familiarity with office staff. The fol-
lowing discussion interprets the findings based 
on the computed mean scores and observed 
frequency distributions. 

 
Table 2. Descriptive Statistics for Registrar General Services, Physical Setup, and Staff Familiarity  

Variable Rating Frequency Weighted Score 

Level of Satisfaction for Gen-
eral Services of High School 
Registrar 

Very Satisfied (4) 82 328 
Satisfied (3) 101 303 
Moderately Satisfied (2) 56 112 
Not Satisfied (1) 25 25 
Total 264 768 
Mean Score  2.91 
Std. Dev.   0.9457 

Level of Satisfaction for Physi-
cal Set-up/Location of High 
School Registrar 

Very Satisfied (4) 126 504 
Satisfied (3) 108 324 
Moderately Satisfied (2) 27 54 
Not Satisfied (1) 3 3 
Total 264 885 
Mean Score  3.35 
Std. Dev.   0.7084 

Level of Familiarity with Office 
Staff of High School Registrar` 

Very Satisfied (4) 108 432 
Satisfied (3) 92 276 
Moderately Satisfied (2) 43 86 
Not Satisfied (1) 21 21 
Total 264 815 
Mean Score  3.09 
Std. Dev.   0.9394 
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Note: This table presents descriptive statistics only; no inferential tests were applied, hence,  
p-values are not applicable. 
(Source: Author)  
 
Level of Satisfaction with the Services Pro-
vided by the High School Registrar’s Office 

The mean satisfaction score of 2.91 sug-
gested that students generally perceived regis-
trar services positively, though not exception-
ally. Nearly one-third of respondents reported 
moderate or low satisfaction, indicating that 
some students may have encountered delays in 
releasing academic records, lack of updates on 
request status, limited staff availability during 
peak periods, or inconsistent guidance on reg-
istrar procedures. The standard deviation of 
0.9457 reflected a wide range of experiences, 
pointing to variability in how registrar services 
were delivered and perceived. This incon-
sistency highlighted the need for targeted im-
provements in registrar operations. Institu-
tions were advised to prioritize streamlining 
document processing, enhancing communica-
tion protocols, and ensuring consistent staff re-
sponsiveness. These findings aligned with Es-
carda and Halun (2024), who emphasized that 
responsiveness and frontline engagement in 
registrar services significantly influence stu-
dent satisfaction in Philippine academic set-
tings. The results also echoed broader patterns 
in educational service quality. Fuchs and Fang-
pong (2021) demonstrated the utility of the 
SERVQUAL model in Thai higher education, 
showing how student perceptions of reliability 
and empathy could guide actionable improve-
ments. Although this study did not directly ap-
ply SERVQUAL, the observed gaps in clarity and 
responsiveness reflected similar dimensions, 
reinforcing the importance of institutional at-
tentiveness to student feedback. Moreover, stu-
dent satisfaction was not merely a measure of 
operational success—it was closely tied to ed-
ucational outcomes. As Dinh et al. (2021) and 
Wahyoedi et al. (2021) affirmed, service quality 
and perceived value strongly influence student 
engagement, retention, and academic perfor-
mance. The findings supported this connection, 
underscoring the need for registrar offices to 
adopt student-centered service enhancements 
that went beyond transactional efficiency. The 
data revealed that registrar general services 

was shaped by both procedural reliability and 
relational consistency. Addressing these di-
mensions could improve student trust, institu-
tional loyalty, and overall satisfaction as key 
outcomes for any academic institution commit-
ted to excellence in service delivery. 

 
Level of Student Satisfaction with the Physi-
cal Setup and Location of the Registrar’s Of-
fice 

The results of the descriptive analysis re-
vealed that a large majority of students were ei-
ther satisfied or very satisfied with the physical 
setup and location of the high school registrar’s 
office. The mean score of 3.35 and a standard 
deviation of 0.7084 reflected a generally posi-
tive impression, with about 88.6% of respond-
ents expressing some level of satisfaction. This 
indicates that, overall, the registrar’s physical 
environment met student expectations in 
terms of comfort, organization, and accessibil-
ity. However, 11.3% of respondents were only 
moderately satisfied or not satisfied at all—
suggesting that some aspects of the setup may 
not have worked equally well for everyone. 
This variation in feedback aligns with findings 
in environmental psychology, which stress that 
the way people experience a space can affect 
their emotions, comfort levels, and behavior 
(Larsson et al., 2022; Stemasov et al., 2023). A 
clean, well-ventilated, and thoughtfully ar-
ranged office can make a real difference, espe-
cially in settings like registrar offices, where 
students often seek assistance with academic 
concerns. Tangible features such as furniture 
layout, lighting, signage, and spatial flow often 
influence how welcoming or efficient a service 
space feels (Gozaly & Talar, 2021; Rizos et al., 
2022; Sari et al., 2022). The overall level of sat-
isfaction found in this study is consistent with 
the tangibles dimension of the SERVQUAL 
model, which highlights the importance of the 
physical environment in shaping perceptions 
of service quality. Earlier studies have pointed 
out that even seemingly simple elements like 
the cleanliness of the space or the visibility of 
service counters can significantly shape how 
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people assess a service encounter (Mu’ti et al., 
2022; Sari et al., 2022; Rizos et al., 2022). Still, 
the feedback from less satisfied respondents 
draws attention to a common issue in service 
delivery, the expectation-perception gap. This 
gap, often discussed in educational and public 
service research, refers to the disconnect that 
happens when users expect a certain level or 
kind of experience and encounter something 
different (Luong et al., 2024; Teeluckdharry et 
al., 2024). In this case, dissatisfaction may have 
stemmed from things like unclear directions, 
crowded spaces, or difficulties navigating the 
office, all of which can leave a negative impres-
sion despite otherwise adequate service 
(Fioretto et al., 2024). Literature across multi-
ple fields also highlights the importance of con-
tinuous improvement when it comes to service 
spaces. High satisfaction levels should not be a 
reason to pause development efforts. Instead, 
regular evaluation and openness to user feed-
back help ensure that facilities remain respon-
sive to changing needs (Iqbal, 2024; Lu et al., 
2025; Nurjulizar & Irwani, 2024). Models like 
PDCA (Plan-Do-Check-Act) and tools such as 
IPMA (Importance-Performance Map Analysis) 
are often recommended to guide decision-mak-
ing in these areas (Teeluckdharry et al., 2024; 
Lu et al., 2025).  

The impact of physical environments goes 
beyond user satisfaction. Studies have shown 
that the layout and material design of office 
spaces can affect staff performance, leadership, 
and the quality of public interaction (Larsson et 
al., 2022; Nisar & Masood, 2024; Ciot, 2021). 
For example, poorly designed workspaces may 
unintentionally increase bureaucratic burden 
or delay services, while thoughtful design can 
make processes smoother for both users and 
staff. While the results suggested that the regis-
trar’s physical environment was generally ef-
fective and well-received, even a small percent-
age of unsatisfied responses highlighted areas 
worth revisiting. The literature consistently 
supports the idea that service spaces should 
evolve through user-informed changes and 
thoughtful design. Simple physical improve-
ments, whether in layout, comfort, or signage, 
can go a long way in creating a more inclusive, 
efficient, and student-friendly environment.  

 

Level Of Familiarity and Interaction Between 
Students and Registrar Staff 

The descriptive analysis showed that stu-
dents generally held a favorable impression of 
their familiarity with the high school registrar’s 
staff, reflected in a mean score of 3.09. How-
ever, the relatively high standard deviation of 
0.9394 pointed to inconsistencies in how stu-
dents experienced these interactions. While the 
majority expressed satisfaction, a considerable 
number indicated only moderate or low satis-
faction, suggesting that visibility, accessibility, 
or rapport with staff was not uniform across 
the student body. These findings reinforced 
what literature had long emphasized: staff-stu-
dent interactions played a vital role in shaping 
the overall quality of educational experiences, 
institutional trust, and student well-being. Pre-
vious studies had demonstrated that staff per-
ceptions of their roles and professional identi-
ties often influenced how they engaged with 
students (Caldwell, 2022; McCloskey et al., 
2020). Inconsistent levels of student satisfac-
tion could therefore be attributed to varying in-
teraction styles and levels of staff commitment. 
Research also highlighted that empathetic, ap-
proachable, and communicative staff tended to 
foster greater trust and engagement, which 
contributed to more positive institutional per-
ceptions (Cheng & Adekola, 2022; Gachago et 
al., 2024). Moreover, literature stressed that 
strong staff-student interactions served as a 
protective factor, especially during moments of 
academic difficulty or transition. Students who 
felt known and supported by staff were more 
likely to persist and succeed (Ye et al., 2022; 
Cokley et al., 2023). In the context of the regis-
trar’s office, this meant that familiar, respon-
sive, and present staff could have improved stu-
dents’ satisfaction with administrative pro-
cesses. The varied responses in the statistical 
data aligned with the idea that not all students 
had received the same level of engagement or 
support. Pedagogical models and institutional 
culture were also found to shape staff-student 
relationships. For instance, staff who adapted 
their interaction styles in response to blended 
learning or online modalities often reported in-
creased engagement (Teixeira Antunes et al., 
2021; Nyoni, 2022). These insights supported 
the need for staff training and development 



Infornon & Almaden, 2025 / Service Quality and Student Satisfaction in High School Registrar Operations 

 

 
IJMABER  5041 Volume 6 | Number 10 | October | 2025 

aimed at strengthening interpersonal skills and 
student-facing communication, especially in 
administrative units where interaction often 
shaped first impressions. This analysis echoed 
key themes in the literature, while many stu-
dents were satisfied with their familiarity with 
registrar staff, the variability in responses  

indicated a need for more consistent and delib-
erate efforts to enhance student-staff rapport. 
Literature suggested that investing in struc-
tured interaction frameworks, staff develop-
ment programs, and inclusive communication 
practices could lead to improved relational ser-
vice quality and overall student satisfaction. 

 
Relationship Between Overall Registrar Service, Physical Setup, and Staff Familiarity with Student 
Satisfaction 
Table 3. Pearson’s Correlation Coefficients Among Independent Variables: Registrar General Ser-

vices, Physical Setup, and Staff Familiarity  

Variable Pair Coefficient (r) T-Statistics DF p-value Interpretation 

General Services - 
Physical Set-up 

0.557539382 10.87099676 262 5.77583E-23 
Moderate to 
Strong Positive 
Correlation 

General Services - 
Familiarity 

0.336584032 5.785662023 262 2.05449E-08 
Moderate to Pos-
itive Correlation 

Physical Set-up - 
Familiarity 

0.409601512 7.267606418 262 4.20582E-12 
Moderate to Pos-
itive Correlation 

(Source: Author) 
 

The registrar’s office played a vital role in 
shaping students’ academic journeys, as it man-
aged records, enrollment, and certification pro-
cesses that directly affected their university ex-
perience. Because these functions were highly 
visible and frequently accessed, the quality of 
registrar services aligns with the statistical 
finding of a moderate to strong correlation be-
tween registrar services and student satisfac-
tion. Studies consistently emphasize that lead-
ership, staff motivation, technological integra-
tion, and process efficiency are critical drivers 
of service quality—factors that directly shape 
students’ perceptions and experiences. These 
perspectives, when aligned with the findings 
from the Cebu Normal University (CNU) Regis-
trar’s Office (Escarda & Halun, 2024), demon-
strated how registrar services evolved to meet 
student needs and institutional challenges. 
Leadership behavior and employee motivation 
were shown to directly influence service qual-
ity in public institutions (Marzuk et al., 2021). 
Similarly, Romadhoni et al. (2021) argued that 
motivated agents built trust, which in the regis-
trar context translated into staff fostering stu-
dent trust and satisfaction. Escarda and Halun 
(2024) confirmed this in their case study of 
CNU, where proactive leadership and staff 

strategies converted operational weaknesses 
into opportunities, resulting in more efficient 
services and improved student experiences. 
Systematic evaluation and consistent improve-
ment in academic services were crucial in en-
suring quality (Almeyali & Mousawi, 2021). 
Compliance with service standards also played 
a key role in public service delivery (Prissando 
et al., 2022; Cindy & Trimurni, 2024). At CNU, 
adherence to the Anti-Red Tape Authority 
(ARTA) guidelines and the Citizens’ Charter 
earned “Very Satisfactory” ratings from multi-
ple student groups (Escarda & Halun, 2024). 
This demonstrated that standardization and 
transparency built credibility and positively in-
fluenced satisfaction. Automation and digital 
competence were increasingly essential in ad-
ministrative service delivery. Robotic Process 
Automation (RPA) enhanced efficiency in gov-
ernment operations (Oluçoğlu et al., 2023), 
while digital competence was key for effective 
frontline staff performance (Nangameka et al., 
2023). Lean office concepts also showed that 
eliminating waste and streamlining processes 
improved stakeholder satisfaction (Lima, 
2021). At CNU, the Registrar’s Office shifted 
away from outdated practices and imple-
mented faster service strategies to address  



Infornon & Almaden, 2025 / Service Quality and Student Satisfaction in High School Registrar Operations 

 

    
 IJMABER 5042 Volume 6 | Number 10 | October | 2025 

increasing student populations, aligning with 
these efficiency-driven models (Escarda & Ha-
lun, 2024). The physical setup and infrastruc-
ture of registrar offices influenced how stu-
dents perceived service quality. Poor facilities 
often led to lower satisfaction ratings (Nurju-
lizar & Irwani, 2024; Idris & Salju, 2023). At 
CNU, alumni and new undergraduate students 
expressed very high satisfaction with facilities, 
while graduate and old undergraduate stu-
dents were only “satisfied,” suggesting that in-
frastructure improvements remained neces-
sary to meet all clientele expectations (Escarda 
& Halun, 2024). Staff competence and interac-
tion significantly affected service satisfaction 
(Tadin et al., 2022). CNU’s findings revealed 
that while service-providing personnel were 
generally rated as satisfactory, this was also 
identified as an area for further improvement 
(Escarda & Halun, 2024). The literature high-
lighted the role of standardization, transpar-
ency, and infrastructure in building trust and 
credibility, which were essential components 
of satisfaction. These converging insights vali-
dated the correlation result, confirming that as 
registrar general services improved, student 
satisfaction tended to rise in parallel - espe-
cially when services were visible, accessible, 
and responsive to evolving academic needs. 

The moderate positive correlation between 
general registrar services and staff familiarity 
was further supported by literature that em-
phasized the role of empathy and relational val-
ues in student-staff interactions. Empathetic 
communication fostered trust, respect, and 
emotional safety - key relational components 
that enhanced service quality and student sat-
isfaction. Hagen et al. (2022) highlighted that 
relational values such as mutual understanding 
and trust were deeply intertwined with empa-
thetic engagement, suggesting that staff who 
embodied these traits were more likely to build 
meaningful connections with students. Jabour 
(2024) reinforced this by showing that empa-
thy remained essential across both in-person 
and remote service contexts, underscoring the 
need for consistent emotional responsiveness 
in registrar interactions. Cocuz et al. (2025) ex-
tended this view by linking emotional intelli-
gence and empathy to effective support in sen-

sitive situations, a parallel to registrar staff as-
sisting students during high-stakes academic 
processes. Institutional guides and initiatives 
(e.g., Helping Students in Distress, Year of Com-
passion) advocated for empathy-based training 
and service culture, demonstrating that empa-
thy could be cultivated and embedded into 
daily practices. These findings affirmed that 
staff familiarity was not merely a function of 
procedural knowledge but of emotional compe-
tence and relational engagement - factors that 
contributed meaningfully to student satisfac-
tion and aligned with the observed correlation. 
The moderate positive link between the physi-
cal environment and staff familiarity was well-
documented in literature that highlighted the 
influence of the physical setting on staff ap-
proachability and interactions with students. 
Studies consistently showed that safety infra-
structure, spatial layout, and health-promoting 
facilities contributed to a welcoming and re-
sponsive atmosphere. Mahran et al. (2021) and 
Heidelberg et al. (2022) highlighted that envi-
ronments designed with safety and inclusivity 
in mind fostered trust and encouraged students 
to engage openly with staff. During the COVID-
19 pandemic, Herrmann et al. (2021) and Pat-
tison et al. (2021) observed that physical mod-
ifications - such as distancing protocols and al-
tered layouts - either facilitated or hindered 
staff-student interactions, demonstrating the 
environment’s direct impact on relational dy-
namics. Creaser et al. (2022) and Temam et al. 
(2022) further emphasized that well-equipped, 
health-conscious spaces improved staff well-
being and visibility, making them more ap-
proachable and responsive. Accessibility and 
infrastructural quality, as discussed by Deng et 
al. (2025) and Liu et al. (2025), were also criti-
cal in enabling staff to support diverse student 
needs, especially in activity-based or high-en-
gagement settings. These findings affirmed that 
the physical setup was not merely a backdrop 
to service delivery - it actively shaped how fa-
miliar, available, and responsive staff could be, 
thereby influencing student satisfaction and re-
inforcing the observed correlation. 

 
Evidence-Informed Recommendations for 
Enhancing Registrar General Services based 
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on the Observed Patterns in Student Re-
sponses  

Building on the statistical relationships and 
thematic insights uncovered in this study, we 
translated these findings into practical strate-
gies to improve registrar service delivery. The 
observed correlations particularly the strong 
link between general services and physical 
setup, and the moderate associations involving 
staff familiarity highlighted key leverage points 
for institutional enhancement. Literature on 
empathy, infrastructure, and service protocols 
reinforced the idea that student satisfaction 

was shaped not only by operational efficiency 
but also by relational dynamics and environ-
mental design. The Cebu Normal University 
case further illustrated how targeted improve-
ments in registrar operations yielded measura-
ble gains in student experience. In response to 
these patterns, the following table outlined a 
set of strategic, evidence-informed recommen-
dations. Each item was grounded in empirical 
data and supported by relevant literature, with 
suggested timelines to guide implementation 
and planning.

 
Table 4. Evidence-Informed Strategic Recommendations for Enhancing Registrar General Services  

Focus Area Recommendation 
Supporting 

Evidence 
Observed 

Pattern 
Implementation 

Timeline 

Physical 
Set-up 

Upgrade layout, 
signage, and com-

fort features in 
registrar spaces 

Nurjulizar & Ir-
wani (2024); 
Idris & Salju 

(2023); Escarda 
& Halun (2024) 

Strong correla-
tion with general 

services (r = 
0.56) 

Short-Term: Facility au-
dit and minor upgrades 
Medium-Term: Redesign 
service counters and 
waiting areas 

Staff 
Familiarity 

Conduct empa-
thy-based train-

ing and role clari-
fication work-

shops 

Hagen et al. 
(2021); Jabour 

(2021); Cocuz et 
al. (2021) 

Moderate corre-
lation with gen-
eral services (r = 

0.34) 

Short-Term: Launch 
training modules 
Long-Term: Embed em-
pathy into performance 
metrics  

Service 
Standards 

Institutionalize 
ARTA-aligned 
protocols and 

feedback dash-
boards 

Prissando et al. 
(2022); Cindy & 

Trimurni (2024); 
Escarda & Halun 

(2024) 

High satisfaction 
linked to stand-

ardization 

Short-Term: Review ex-
isting protocols 
Medium-Term: Publish 
service commitments 
and metrics 

Technology 
Integration 

Expand online 
services and au-
tomate routine 
registrar tasks 

Oluçoğlu et al. 
(2023); 

Nangameka et al. 
(2023) 

Efficiency im-
provements 

noted in CNU 

Short-Term: Digitize 
common forms 
Medium-Term: Imple-
ment queueing and noti-
fication systems 

Segment-
Specific 
Support 

Customize ser-
vices for alumni, 

graduate, and un-
dergraduate stu-

dents 

Escarda & Halun 
(2024) 

Satisfaction var-
ies by student 

group 

Short-Term: Conduct 
needs assessments 
Long-Term: Develop tai-
lored service protocols 

(Source: Author) 
 
Conclusion 

This study explored the relationship be-
tween registrar general services, physical 
setup, and staff familiarity in shaping student 
satisfaction within the High School Registrar’s 
Office. Using a quantitative descriptive-correla-
tional design, the research revealed generally 

favorable perceptions across all three service 
dimensions, with physical setup receiving the 
highest mean satisfaction score (3.35), fol-
lowed by staff familiarity (3.09) and general 
services (2.91). However, variability in re-
sponses, particularly in general services and 
staff interaction, highlighted areas where  
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service delivery was inconsistent and in need of 
refinement. The correlational analysis con-
firmed statistically significant relationships 
among the variables, with the strongest corre-
lation observed between general services and 
physical setup (r = 0.56), followed by moderate 
positive correlations between general services 
and staff familiarity (r = 0.34) and between 
physical setup and staff familiarity (r = 0.41). 
These results affirm that student satisfaction 
was shaped by the integrated experience of op-
erational efficiency, environmental design, and 
relational engagement rather than by isolated 
service components. Informed by these find-
ings, the study recommended a set of strategic 
actions grouped under three themes: Infra-
structure and Environment, Staff Development 
and Empathy Training, and Digital Service En-
hancement and Standardization. Priority levels 
were assigned based on the strength of correla-
tions and the urgency of student concerns, with 
improvements in physical layout and staff re-
sponsiveness highlighted as top priorities due 
to their strong influence on both general ser-
vices and student comfort. Ultimately, this re-
search underscored the importance of registrar 
services that are not only efficient and accessi-
ble, but also relational, inclusive, and respon-
sive to evolving student needs. By aligning op-
erational systems with student-centered val-
ues and evidence-informed strategies, registrar 
offices can strengthen student trust, institu-
tional loyalty, and overall satisfaction, becom-
ing pivotal contributors to institutional excel-
lence and long-term student success. 
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