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ABSTRACT

This study assessed the level of stakeholder satisfaction with the institutional services and support systems of St. Paul University Philippines (SPUP) over a three-year period from 2024 to 2026. Employing a descriptive survey research design, the study analyzed both quantitative and qualitative data collected through the University's annual Customer Satisfaction Survey. Participants included students, parents, employees, alumni, visitors, community partners, suppliers, and other stakeholders who availed themselves of the University's programs and services during the study period. Satisfaction was measured across eight dimensions: Quality of Service, Academic and Learning Environment, Campus Facilities, Customer Engagement and Support, Physical and Digital Infrastructure, Student and Employee Welfare, Food and Hospitality Services, and Community Engagement and Social Responsibility using a four-point Likert scale. Mean scores were computed to determine satisfaction levels, while qualitative responses were analyzed through content analysis to identify recurring themes. Findings revealed that stakeholders were generally Satisfied with the University's institutional services across all dimensions, with Community Engagement and Social Responsibility obtaining the highest overall rating (M = 3.26, Very Satisfied). Stakeholders particularly recognized the University's strong community outreach programs, partnerships, ethical learning environment, and quality service delivery. However, recurring concerns were identified regarding internet connectivity, Wi-Fi accessibility, campus facilities, food affordability, and selected academic support services. The qualitative findings complemented the quantitative results by highlighting both institutional strengths and opportunities for continuous improvement. Overall, the study demonstrates SPUP's commitment to stakeholder-centered education, quality assurance, and continuous organizational improvement. The findings provide valuable evidence to support strategic planning, management review, resource allocation, quality assurance initiatives, and evidence-based decision-making aimed at sustaining institutional excellence and enhancing stakeholder satisfaction.
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INTRODUCTION

In an increasingly dynamic and stakeholder-driven educational environment, higher education institutions are expected to continuously monitor and improve the quality of the services they provide to their students, employees, parents, alumni, community partners, and other stakeholders. Stakeholder satisfaction has become a critical indicator of institutional effectiveness, organizational performance, and service excellence. As educational organizations strive to remain responsive to the evolving needs and expectations of their stakeholders, systematic assessment of customer satisfaction provides valuable evidence that supports strategic planning, quality assurance, resource allocation, and continuous improvement initiatives.

St. Paul University Philippines (SPUP) recognizes stakeholder satisfaction as an essential measure of its success in fulfilling its mission of providing transformative education, fostering holistic development, and promoting social responsibility. Consistent with its commitment to quality management, customer focus, and institutional excellence, the University annually conducts a Customer Satisfaction Survey to gather feedback regarding stakeholders' experiences with the University's programs, services, facilities, and support systems. The survey serves as a vital mechanism for understanding stakeholder assessment, identifying institutional strengths, and determining areas requiring enhancement.

The conduct of customer satisfaction surveys is likewise aligned with the requirements of the University's Educational Organizations Management System (EOMS), quality assurance frameworks, accreditation standards, and performance excellence initiatives. Through the systematic collection and analysis of stakeholder feedback, the University is able to evaluate the effectiveness of its service delivery processes and ensure that institutional programs remain responsive to the needs and expectations of its diverse stakeholder groups.

This report presents the results of the Customer Satisfaction Surveys conducted from 2024 to 2026. Specifically, it examines stakeholders' level of satisfaction across eight key dimensions of institutional service delivery, namely: Quality of Service; Academic and Learning Environment; Campus Facilities; Customer Engagement and Support; Physical and Digital Infrastructure; Student and Employee Welfare; Food and Hospitality Services; and Community Engagement and Social Responsibility. These dimensions represent critical aspects of the University's operations and collectively provide a comprehensive assessment of the stakeholder experience.

By analyzing satisfaction trends over a three-year period, the report provides valuable insights into the University's performance in meeting stakeholder expectations and sustaining service excellence. The findings are intended to support management review activities, institutional planning, quality improvement initiatives, and evidence-based decision-making. Furthermore, the results serve as important inputs in evaluating organizational effectiveness and strengthening the University's continuing commitment to delivering high-quality educational services and meaningful stakeholder engagement.


Objectives of the Study

The study aimed to assess the level of satisfaction of stakeholders with the services and support systems of St. Paul University Philippines from 2024 to 2026.

Specifically, it sought to:
1. determine the stakeholders' level of satisfaction with the University's services in terms of:
1.1 Quality of Service;
1.2 Academic and Learning Environment;
1.3 Campus Facilities;
1.4 Customer Engagement and Support;
1.5 Physical and Digital Infrastructure;
1.6 Student and Employee Welfare;
1.7 Food and Hospitality Services; and
1.8 Community Engagement and Social Responsibility;
2. determine the annual mean satisfaction ratings of stakeholders for each of the eight dimensions from 2024 to 2026;
3. determine the overall level of stakeholder satisfaction across the eight dimensions for the three-year period;
4. identify the highest-rated and lowest-rated indicators in each dimension of stakeholder satisfaction; and
5. analyze the comments and suggestions of stakeholders to identify recurring themes, strengths, concerns, and opportunities for institutional improvement.
METHODOLOGY
Research Design
The study employed a descriptive survey research design to assess the level of satisfaction of stakeholders with the services and support systems of St. Paul University Philippines from 2024 to 2026. The descriptive approach was deemed appropriate because it enabled the systematic collection, analysis, and interpretation of stakeholders' assessment and experiences regarding various aspects of the University's service delivery. The study utilized both quantitative and qualitative data to provide a comprehensive understanding of stakeholder satisfaction.

The quantitative component focused on measuring the level of satisfaction of stakeholders across eight dimensions of institutional service delivery, namely: Quality of Service, Academic and Learning Environment, Campus Facilities, Customer Engagement and Support, Physical and Digital Infrastructure, Student and Employee Welfare, Food and Hospitality Services, and Community Engagement and Social Responsibility. The qualitative component involved the analysis of stakeholders' comments and suggestions to identify recurring themes, strengths, concerns, and opportunities for improvement.
Participants of the Study
The participants of the study consisted of stakeholders of St. Paul University Philippines who voluntarily responded to the Customer Satisfaction Survey from 2024 to 2026. The stakeholders included students, parents, alumni, employees, visitors, community partners, suppliers, and other individuals or groups who availed themselves of the University's programs, services, facilities, and support systems during the period covered by the study.

Responses were collected through an online survey platform and were included in the analysis provided that the participants completed the satisfaction ratings for the survey dimensions. All responses received during the three-year period were consolidated and analyzed to determine stakeholder satisfaction levels and identify trends in stakeholder assessment.
Research Instrument
The study utilized the St. Paul University Philippines Customer Satisfaction Survey Questionnaire, which was designed to assess stakeholders' satisfaction with the University's services and support systems. The instrument consisted of two major parts.

The first part gathered quantitative data on stakeholders' level of satisfaction across eight dimensions: Quality of Service, Academic and Learning Environment, Campus Facilities, Customer Engagement and Support, Physical and Digital Infrastructure, Student and Employee Welfare, Food and Hospitality Services, and Community Engagement and Social Responsibility. Participants assessed each indicator using a four-point Likert scale with the following response options: Very Satisfied (4), Satisfied (3), Dissatisfied (2), and Very Dissatisfied (1).

The second part consisted of open-ended questions that solicited stakeholders' comments, observations, commendations, concerns, and suggestions regarding the University's services and operations. These responses provided qualitative insights that complemented the quantitative findings and facilitated a deeper understanding of stakeholder experiences and expectations.
Data Gathering Procedure
Customer satisfaction data were collected through the University's online Customer Satisfaction Survey system from January 2024 to May 2026. The survey link and corresponding QR code were disseminated through various communication channels, including the University website, social media platforms, electronic communication systems, and stakeholder engagement activities. Stakeholders were encouraged to provide honest feedback regarding their experiences with the University's services, facilities, and support systems.
Responses were automatically recorded in a centralized database. Upon completion of the data collection period, the responses were extracted, screened, organized, and consolidated for analysis. Quantitative responses were processed to determine the level of stakeholder satisfaction, while qualitative comments and suggestions were compiled and categorized according to emerging themes and areas of concern.
Data Analysis
The quantitative data were analyzed using descriptive statistical techniques. Mean scores were computed to determine the level of stakeholder satisfaction for each survey indicator, dimension, and year. Annual mean ratings for 2024, 2025, and 2026 were calculated to examine satisfaction trends across the three-year period. Overall mean scores were likewise computed to determine the general level of stakeholder satisfaction for each dimension.
The following scale was used in interpreting the mean ratings:
Mean Range 	Descriptive Interpretation
3.25 – 4.00 	Very Satisfied
2.50 – 3.24 	Satisfied
1.75 – 2.49 	Dissatisfied
1.00 – 1.74 	Very Dissatisfied
Qualitative responses to the open-ended questions were analyzed using content analysis. Stakeholders' comments and suggestions were reviewed, coded, categorized, and grouped into common themes. Recurring issues, commendations, recommendations, and improvement opportunities were identified and summarized to supplement the quantitative findings and provide management with actionable insights for decision-making and continuous improvement.
RESULTS AND DISCUSSION


A. Quality of Service
Table 1. Stakeholders’ Level of Satisfaction with SPUP’s Quality of Service
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. Efficiency of the enrollment process
	3.31
	3.08
	3.21
	3.20
	Satisfied

	2. Timeliness in the issuance of official documents (e.g., certification, graduation documents and transfer credentials)
	3.23
	3.10
	3.15
	3.16
	Satisfied

	3. Clarity and conciseness of the communication emanating from   administration
	3.30
	3.15
	3.21
	3.22
	Satisfied

	4. Promptness in addressing customer queries and concerns
	3.24
	3.05
	3.16
	3.15
	Satisfied

	5. Courtesy and behavior of the staff and personnel
	3.30
	3.17
	3.18
	3.22
	Satisfied

	6. Accessibility of the information about university policies and   procedures
	3.34
	3.17
	3.22
	3.25
	Very Satisfied

	7. Availability of support in resolving academic and non-academic issues   brought out by the customers
	3.23
	3.03
	3.15
	3.14
	Satisfied

	8. Promptness in responding to customer complaints and grievances
	3.17
	2.98
	3.13
	3.09
	Satisfied

	9. Office hour convenience in accessing products and services in the   university
	3.28
	3.16
	3.20
	3.22
	Satisfied

	10. Regularity in the conduct of appointments, consultations and meetings with customers (parents, students, faculty, etc.)
	3.26
	3.17
	3.20
	3.21
	Satisfied

	11. Attitude of staff doing frontline services
	3.27
	3.16
	3.17
	3.20
	Satisfied

	12. Dissemination of information, notification and updates affecting   the customers
	3.26
	3.09
	3.15
	3.17
	Satisfied

	13. Waiting time accorded to customers during peak periods
	3.14
	2.94
	3.06
	3.04
	Satisfied

	14. Reliability and user-interface of online services, platforms   and portals.
	3.24
	3.13
	3.18
	3.18
	Satisfied

	15. Administration’s initiative to get feedback from customers to enhance   the delivery of services.
	3.25
	3.12
	3.18
	3.19
	Satisfied

	Overall Mean
	3.25
	3.10
	3.17
	3.18
	Satisfied



The table indicates that stakeholders were generally Satisfied with the quality of services provided by St. Paul University Philippines, as reflected in the overall mean of 3.18. The results suggest that stakeholders perceive the University's service delivery processes, communication systems, customer support mechanisms, and frontline services positively. Although none of the indicators attained an overall rating that is substantially above the threshold for Very Satisfied, the consistently favorable ratings across all indicators demonstrate the University's commitment to customer-focused service delivery and continuous improvement.

Among the indicators, Accessibility of information about university policies and procedures obtained the highest overall mean of 3.25, corresponding to a Very Satisfied rating. This finding suggests that stakeholders are able to readily access important institutional information necessary for academic and administrative transactions. The result reflects the effectiveness of the University's communication channels and information dissemination practices. Effective communication and transparency have been identified as critical determinants of stakeholder trust and satisfaction because they reduce uncertainty and facilitate informed decision-making among customers and service users (Alves & Raposo, 2010; Sultan & Wong, 2019).

Other highly rated indicators include Clarity and conciseness of communication emanating from administration (3.22), Courtesy and behavior of staff and personnel (3.22), Office hour convenience in accessing products and services (3.22), and Regularity in the conduct of appointments, consultations, and meetings with customers (3.21). These findings indicate that stakeholders recognize the professionalism, responsiveness, and accessibility of University personnel. The results support previous studies which emphasize that employee behavior, service responsiveness, and customer interaction significantly influence assessment of service quality and overall satisfaction in higher education institutions (Douglas et al., 2015; Gruber et al., 2010).

The results further reveal that stakeholders expressed satisfaction with the efficiency of the enrollment process (3.20), attitude of frontline service personnel (3.20), administration's initiative to obtain customer feedback (3.19), and the reliability and user interface of online services and portals (3.18). These findings demonstrate the University's efforts to improve service accessibility and stakeholder engagement through both traditional and digital platforms. The increasing reliance on digital service systems in higher education underscores the importance of user-friendly online platforms and responsive support services in enhancing customer experiences (Pham et al., 2019).

Despite the generally positive results, several indicators emerged as opportunities for further improvement. The lowest-rated indicator was Waiting time accorded to customers during peak periods, which obtained an overall mean of 3.04. Although still interpreted as Satisfied, this result suggests that stakeholders may experience delays during enrollment periods, document processing, and other high-demand transactions. Similarly, Promptness in responding to customer complaints and grievances received an overall mean of 3.09, while Availability of support in resolving academic and non-academic issues obtained a mean of 3.14. These findings indicate the need to further strengthen customer response mechanisms, grievance management processes, and support services to ensure that concerns are addressed promptly and effectively. Research has consistently shown that response time and service recovery are among the strongest predictors of customer satisfaction and organizational loyalty because customers tend to evaluate institutions based on how efficiently problems and concerns are resolved (Ali et al., 2016; Clemes et al., 2013).

An examination of the annual means further reveals a slight decline from 3.25 in 2024 to 3.10 in 2025, followed by a modest improvement to 3.17 in 2026. While the fluctuations are relatively small, the trend suggests that stakeholder expectations may be increasing over time. This highlights the importance of maintaining a culture of continuous improvement, strengthening service responsiveness, leveraging digital technologies, and enhancing customer engagement initiatives to sustain high levels of satisfaction. Educational institutions that regularly collect and utilize stakeholder feedback are more capable of aligning their services with evolving customer needs and achieving higher levels of stakeholder confidence and loyalty (Sultan & Wong, 2019).

Overall, the findings indicate that SPUP has established a strong foundation of quality service characterized by accessible information, professional personnel, effective communication, and stakeholder engagement practices. Nevertheless, management may further enhance stakeholder satisfaction by reducing waiting times during peak service periods, strengthening complaint resolution mechanisms, increasing support services for academic and non-academic concerns, and continuously improving the responsiveness of both physical and digital service channels. Such initiatives will contribute to sustaining customer satisfaction and reinforcing the University's commitment to service excellence and stakeholder-centered education.

B. Academic and Learning Environment
Table 2. Stakeholders’ Level of Satisfaction with SPUP’s Academic and Learning Environment
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. Relevance and responsiveness of the curriculum to current industry needs and   standards.
	3.32
	3.24
	3.22
	3.26
	Very Satisfied

	2. Teachers’ teaching competence
	3.32
	3.24
	3.18
	3.25
	Very Satisfied

	3. Effectiveness of the teaching strategies used by the teachers
	3.30
	3.20
	3.19
	3.23
	Satisfied

	4. Observance of appropriate class sizes for fostering quality learning interactions
	3.33
	3.23
	3.22
	3.27
	Very Satisfied

	5. Provision of adequate support for student research activities
	3.26
	3.17
	3.18
	3.21
	Satisfied

	6. Provision of laboratories and other learning facilities to meet   learners’ academic needs
	3.28
	3.20
	3.20
	3.23
	Satisfied

	7. Updatedness of learning materials and resources
	3.28
	3.21
	3.18
	3.23
	Satisfied

	8. Diversity and relevance of extracurricular and co-curricular   activities of learners
	3.27
	3.09
	3.18
	3.18
	Satisfied

	9. Students’ ease of access to consultation, mentoring and guidance   services
	3.29
	3.22
	3.20
	3.24
	Satisfied

	10. Provision of opportunities for student internships, industry exposure and practical experience
	3.32
	3.25
	3.21
	3.26
	Very Satisfied

	11. Implementation of academic and non-academic policies
	3.29
	3.16
	3.17
	3.21
	Satisfied

	12. University’s initiative to foster a culture of innovation and   creativity
	3.33
	3.20
	3.20
	3.25
	Very Satisfied

	13. Advocacy, observance and promotion of ethical norms and values
	3.36
	3.24
	3.20
	3.27
	Very Satisfied

	14. Recognition of students’ achievements and milestones
	3.30
	3.11
	3.19
	3.20
	Satisfied

	15. Conduciveness of classrooms for learning
	3.35
	3.09
	3.16
	3.21
	Satisfied

	Overall Mean
	3.31
	3.19
	3.19
	3.23
	Satisfied



Table 2 presents the stakeholders’ assessment of the University’s Academic and Learning Environment. The results reveal an overall mean of 3.23, interpreted as Satisfied, indicating that stakeholders generally perceive the University's academic programs, instructional processes, learning resources, and educational support systems positively. The findings demonstrate SPUP's commitment to providing a learner-centered educational environment that promotes academic excellence, professional competence, values formation, and holistic development.

Among the indicators, Advocacy, observance and promotion of ethical norms and values and Observance of appropriate class sizes for fostering quality learning interactions obtained the highest overall means of 3.27, both interpreted as Very Satisfied. These findings underscore SPUP's distinctive strength as a Catholic educational institution that prioritizes values formation while ensuring conducive learning environments. The results suggest that stakeholders recognize the University's efforts in nurturing not only academic competence but also ethical leadership, social responsibility, and character development. Studies have emphasized that institutional culture, values integration, and positive learning environments significantly contribute to students' satisfaction and educational outcomes (Kahu & Nelson, 2018; Tinto, 2017).

Likewise, stakeholders expressed Very Satisfied ratings for the Relevance and responsiveness of the curriculum to current industry needs and standards (3.26), Provision of opportunities for student internships, industry exposure, and practical experience (3.26), Teachers' teaching competence (3.25), and the University's initiative to foster a culture of innovation and creativity (3.25). These findings indicate that SPUP has been successful in aligning its academic programs with industry expectations and workforce demands. The positive assessment of curriculum relevance and experiential learning opportunities reflects the University's responsiveness to emerging professional requirements and its commitment to producing graduates equipped with the competencies necessary for employment and lifelong learning. Previous studies have identified curriculum relevance, faculty competence, and experiential learning opportunities as among the most influential determinants of student satisfaction in higher education (Douglas et al., 2015; Wilkins & Balakrishnan, 2013).


The results further reveal favorable ratings for Students' ease of access to consultation, mentoring, and guidance services (3.24), Effectiveness of teaching strategies (3.23), Provision of laboratories and other learning facilities (3.23), and Updatedness of learning materials and resources (3.23). These findings suggest that stakeholders appreciate the University's efforts to provide academic support mechanisms that facilitate student success and meaningful learning experiences. Effective academic support services, quality instructional delivery, and access to learning resources have consistently been associated with enhanced student engagement and satisfaction (Kahu & Nelson, 2018).

Despite the generally positive assessments, several indicators emerged as areas that may benefit from further enhancement. The lowest-rated indicator was Diversity and relevance of extracurricular and co-curricular activities of learners, which obtained an overall mean of 3.18. Although still interpreted as Satisfied, the result suggests opportunities to further diversify student development programs and strengthen activities that respond to the evolving interests, talents, and developmental needs of learners. Similarly, Recognition of students' achievements and milestones obtained an overall mean of 3.20, while Provision of adequate support for student research activities, Implementation of academic and non-academic policies, and Conduciveness of classrooms for learning each received an overall mean of 3.21. These findings indicate that stakeholders may be seeking additional support mechanisms, enhanced recognition programs, more visible policy implementation, and further improvements in learning spaces.

The relatively lower rating for research support deserves particular attention considering the growing importance of research and innovation in higher education institutions. Research has shown that students' satisfaction increases when institutions provide adequate mentoring, funding opportunities, research facilities, and avenues for scholarly dissemination (Healey et al., 2014). Likewise, recognition programs play a significant role in strengthening motivation, engagement, and a sense of belonging among learners (Kahu & Nelson, 2018).

An examination of the annual means reveals a slight decline from 3.31 in 2024 to 3.19 in 2025, with the overall mean remaining at 3.19 in 2026. While the ratings remain favorable, the pattern suggests that stakeholder expectations continue to evolve. As educational institutions increasingly compete on academic quality, innovation, employability outcomes, and student experience, maintaining stakeholder satisfaction requires continuous enhancement of instructional practices, academic support systems, learning resources, and student engagement initiatives (Wilkins & Balakrishnan, 2013).

Overall, the findings indicate that SPUP's Academic and Learning Environment is characterized by strong curriculum relevance, competent faculty, values-oriented education, effective experiential learning opportunities, and appropriate learning conditions. These strengths reflect the University's commitment to academic excellence and holistic formation. To further enhance stakeholder satisfaction, management may consider expanding research support programs, diversifying extracurricular and co-curricular offerings, strengthening student recognition initiatives, continuously upgrading learning facilities and resources, and ensuring the consistent implementation and communication of academic and non-academic policies. Such initiatives will contribute to sustaining educational quality and reinforcing the University's mission of transformative and learner-centered education.

C. Campus Facilities
Table 3. Stakeholders’ Level of Satisfaction with SPUP’s Campus Facilities
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. Maintenance of cleanliness in restrooms or comfort rooms
	3.17
	2.91
	2.97
	3.02
	Satisfied

	2. Accessibility and functionality of recreational facilities (e.g., gym, sports areas)
	3.19
	3.02
	3.08
	3.10
	Satisfied

	3. Access to updated research and learning materials in the library
	3.29
	3.16
	3.18
	3.21
	Satisfied

	4. Adequacy and security of parking spaces
	3.11
	2.99
	3.10
	3.07
	Satisfied

	5. Functionality and updatedness of classroom and laboratory equipment
	3.21
	3.08
	3.11
	3.14
	Satisfied

	6. Maintenance and landscaping of campus grounds
	3.46
	3.36
	3.24
	3.36
	Very Satisfied

	7. Provision of some special facility features for persons with disabilities
	3.30
	3.18
	3.17
	3.22
	Satisfied

	8. Ventilation and air conditioning systems in classrooms and offices
	3.19
	2.67
	3.02
	2.97
	Satisfied

	9. Implementation of waste management and recycling activities
	3.30
	3.16
	3.15
	3.21
	Satisfied

	10. Adequacy of learning and study areas for students outside the classroom and the library
	3.32
	3.18
	3.18
	3.23
	Satisfied

	11. Provision of special facilities and equipment for emergencies and disasters (e.g., fire extinguishers, fire hydrant)
	3.33
	3.23
	3.18
	3.25
	Very Satisfied

	12. Provision of up-to-date technology for teaching, learning and work productivity
	3.30
	3.19
	3.19
	3.23
	Satisfied

	13. Provision of clear and visible signages in strategic locations in the university
	3.32
	3.20
	3.16
	3.23
	Satisfied

	14. Reliability and access to internet facilities
	3.04
	2.75
	3.00
	2.93
	Satisfied

	15. Provision of timely updates on upcoming university events and activities
	3.22
	3.03
	3.12
	3.12
	Satisfied

	Overall Mean
	3.25
	3.07
	3.12
	3.15
	Satisfied



Campus facilities play a critical role in shaping the overall stakeholder experience because they directly influence comfort, safety, accessibility, learning effectiveness, and institutional image. Beyond serving as physical spaces, campus facilities constitute an important component of the educational ecosystem that supports teaching, learning, research, student development, and employee productivity. The results presented in Table 3 provide valuable insights into stakeholders’ assessment of the adequacy, functionality, safety, and maintenance of SPUP’s physical environment.

The findings suggest that stakeholders generally hold favorable views regarding the University's campus facilities, as evidenced by the overall mean of 3.15, interpreted as Satisfied. The results indicate that SPUP has been successful in maintaining a campus environment that supports educational activities and promotes stakeholder well-being. The consistently positive ratings across the indicators demonstrate the University's commitment to providing facilities that contribute to a conducive and supportive learning environment.

A notable institutional strength is reflected in the indicator Maintenance and landscaping of campus grounds, which obtained the highest overall mean of 3.36, corresponding to a Very Satisfied rating. This finding highlights stakeholders’ appreciation of the University's efforts to maintain a clean, attractive, and well-organized campus environment. Well-maintained physical surroundings contribute significantly to positive assessment of institutional quality, campus pride, and stakeholder satisfaction. Research suggests that the aesthetic quality and physical appearance of educational facilities influence students' and employees' assessment of institutional effectiveness and their overall educational experience (Price et al., 2003).

Another area of distinction is the Provision of special facilities and equipment for emergencies and disasters, which received an overall mean of 3.25 and was likewise interpreted as Very Satisfied. This result reflects stakeholders' confidence in the University's commitment to health, safety, and risk preparedness. The presence of emergency response facilities, safety equipment, and disaster preparedness measures is particularly important in educational institutions, where ensuring the safety and security of stakeholders remains a fundamental organizational responsibility. The favorable assessment suggests that SPUP's investments in emergency preparedness initiatives are visible and appreciated by its stakeholders.

Several indicators obtained relatively high ratings and collectively portray a campus environment that supports both academic and operational functions. These include the Adequacy of learning and study areas for students outside the classroom and library (3.23), Provision of up-to-date technology for teaching, learning and work productivity (3.23), Provision of clear and visible signages in strategic locations (3.23), Access to updated research and learning materials in the library (3.21), and Implementation of waste management and recycling activities (3.21). These findings indicate that stakeholders recognize the University's efforts to provide learning resources, technological support, environmental stewardship initiatives, and navigational aids that facilitate campus operations and enhance the educational experience. Contemporary studies emphasize that access to quality learning spaces, information resources, and technology significantly contributes to students' engagement, academic success, and institutional satisfaction (Temple, 2008; Bennet, 2009).

While the overall assessment remains positive, several facility-related concerns merit management attention. The lowest-rated indicator was Reliability and access to internet facilities, which obtained an overall mean of 2.93. Closely following was Ventilation and air conditioning systems in classrooms and offices, which registered an overall mean of 2.97. Although both indicators remain within the Satisfied category, their comparatively lower ratings suggest that stakeholders may have experienced challenges related to connectivity, network performance, thermal comfort, and environmental conditions in certain areas of the campus.

The relatively lower rating for internet services is particularly noteworthy given the increasing dependence of higher education institutions on digital technologies for instruction, research, administrative transactions, and communication. The integration of technology into teaching and learning environments has heightened stakeholder expectations regarding internet speed, reliability, and accessibility. Previous studies have demonstrated that information technology infrastructure is among the strongest predictors of satisfaction in modern educational settings because it directly affects learning efficiency, communication, and access to institutional services (Abdullah, 2006; Pham et al., 2019). Consequently, continuous investments in network infrastructure, bandwidth capacity, and digital service reliability may further enhance stakeholder experiences.

Similarly, the ratings associated with restroom cleanliness (3.02), adequacy and security of parking spaces (3.07), and accessibility of recreational facilities (3.10) suggest opportunities for incremental improvements in campus support services. While stakeholders remain generally satisfied with these facilities, ongoing monitoring and facility enhancement initiatives may further improve user convenience and comfort. Educational facility researchers have noted that stakeholder satisfaction is often influenced by seemingly routine support services because these contribute significantly to the day-to-day campus experience (Temple, 2008).

Examining the annual means reveals an interesting pattern. The overall rating declined from 3.25 in 2024 to 3.07 in 2025, before improving slightly to 3.12 in 2026. Although the fluctuations are not substantial, the pattern suggests that stakeholder expectations regarding campus facilities may be increasing over time. As universities continue to modernize their facilities and integrate technology-enhanced learning environments, stakeholders may develop higher standards regarding comfort, accessibility, and technological readiness. This trend highlights the importance of maintaining a proactive facilities management strategy that anticipates evolving user needs rather than merely responding to existing concerns.

Taken as a whole, the results portray a campus environment that effectively supports the University's educational mission through well-maintained grounds, adequate learning spaces, safety infrastructure, and accessible resources. The findings affirm the University's strengths in campus maintenance, environmental management, and emergency preparedness. At the same time, they identify strategic opportunities for improvement in internet connectivity, ventilation systems, restroom maintenance, parking facilities, and recreational spaces. Addressing these areas will further strengthen stakeholder experiences and contribute to creating a campus environment that promotes learning, productivity, well-being, and institutional excellence.

D. Customer Engagement and Support


Table 4. Stakeholders’ Level of Satisfaction with Customer Engagement and Support
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. Involvement of stakeholders’ feedback and input as basis for the school administrators’ decision making
	3.22
	3.10
	3.14
	3.15
	Satisfied

	2. Provision of regular updates to the alumni concerning university plans, projects and initiatives
	3.27
	3.13
	3.18
	3.20
	Satisfied

	3. Provision of a mechanism for the university to address parents’ concerns about student’s needs and welfare
	3.25
	3.09
	3.16
	3.17
	Satisfied

	4. Provision of opportunities for all stakeholders to participate in on and off campus programs, projects and activities.
	3.26
	3.14
	3.18
	3.20
	Satisfied

	5. Provision of an open and regular communication with external stakeholders
	3.24
	3.14
	3.18
	3.19
	Satisfied

	6. Opportunities for community involvement are well disseminated
	3.26
	3.16
	3.19
	3.20
	Satisfied

	7. The support given to parents during student activities is adequate
	3.25
	3.12
	3.16
	3.18
	Satisfied

	8. Provision of channels or platforms for parent-teacher communication and collaboration
	3.26
	3.13
	3.19
	3.19
	Satisfied

	9. Involvement of all stakeholders in the university's strategic planning
	3.26
	3.15
	3.17
	3.20
	Satisfied

	10. Reliability and access to internet connectivity on campus
	2.91
	2.62
	2.90
	2.81
	Satisfied

	Overall Mean
	3.22
	3.08
	3.15
	3.15
	Satisfied



The ability of an educational institution to cultivate meaningful relationships with its stakeholders is an important indicator of organizational effectiveness. Stakeholder engagement extends beyond the mere dissemination of information; it encompasses active participation, collaborative decision-making, open communication, and the establishment of mechanisms that enable stakeholders to contribute to institutional development. In this regard, the results presented in Table 4 provide valuable insights into how stakeholders perceive SPUP's efforts to engage and support its diverse stakeholder groups.

The overall mean of 3.15, interpreted as Satisfied, indicates that stakeholders generally perceive the University's engagement and support initiatives positively. The findings suggest that SPUP has established mechanisms that facilitate communication, participation, and collaboration among students, parents, alumni, community partners, and other stakeholders. Such mechanisms are essential in fostering trust, strengthening institutional relationships, and promoting a sense of shared ownership in the University's programs and initiatives. According to Bryson (2018), stakeholder engagement contributes significantly to organizational success because it enables institutions to better understand stakeholder expectations and build stronger partnerships that support institutional goals.

A noteworthy feature of the findings is the relatively consistent ratings across most indicators, with means ranging from 3.15 to 3.20. This consistency suggests that stakeholders perceive the University's engagement efforts as balanced across various areas rather than concentrated in only a few aspects. Several indicators emerged as the highest-rated aspects of stakeholder engagement, including Provision of regular updates to alumni concerning university plans, projects, and initiatives (3.20), Provision of opportunities for stakeholders to participate in on- and off-campus programs, projects, and activities (3.20), Opportunities for community involvement are well disseminated (3.20), and Involvement of stakeholders in the University's strategic planning (3.20). These findings indicate that stakeholders recognize the University's efforts to maintain communication channels and create opportunities for meaningful participation in institutional affairs.

The favorable assessment of stakeholder involvement in strategic planning is particularly significant. Contemporary governance and quality assurance frameworks increasingly emphasize stakeholder participation in institutional planning and decision-making processes because such involvement enhances organizational responsiveness and strengthens stakeholder commitment to institutional initiatives (Bryson, 2018). The results suggest that SPUP has made considerable efforts to engage stakeholders not only as recipients of services but also as contributors to institutional development.

Similarly, the positive ratings for alumni communication and community involvement reflect the University's commitment to sustaining long-term relationships beyond the immediate academic experience. Effective alumni engagement has been associated with stronger institutional reputation, increased stakeholder loyalty, and expanded opportunities for collaboration and support (Weerts & Ronca, 2007). The findings therefore indicate that SPUP's engagement strategies are contributing to the development of enduring stakeholder relationships.

The indicators related to parent engagement also received favorable assessments. Stakeholders expressed satisfaction with the Provision of mechanisms to address parents' concerns regarding student needs and welfare (3.17), the Support provided to parents during student activities (3.18), and the Availability of channels for parent-teacher communication and collaboration (3.19). These results suggest that the University recognizes the important role of parents as educational partners and has established systems that facilitate communication and cooperation. Research has shown that meaningful parent engagement contributes positively to student success, satisfaction, and institutional trust (Epstein, 2018).

While the findings reveal considerable strengths, one indicator stands out as a potential area requiring management attention. Reliability and access to internet connectivity on campus obtained an overall mean of 2.81, the lowest among all indicators in this dimension. Although still interpreted as Satisfied, the score is substantially lower than the ratings received by the other indicators. This finding suggests that stakeholders may be experiencing challenges related to internet reliability, accessibility, or network performance that affect communication, collaboration, and participation in university activities.

The prominence of internet connectivity within a stakeholder engagement dimension reflects the increasing dependence of educational institutions on digital communication platforms. In contemporary higher education, effective engagement often occurs through virtual channels, online meetings, learning management systems, institutional portals, and social media platforms. Consequently, limitations in internet connectivity may hinder stakeholder access to information, participation opportunities, and support services. Studies have consistently shown that digital infrastructure plays a critical role in facilitating stakeholder engagement and satisfaction in educational environments (Bond et al., 2021; Pham et al., 2019). The relatively lower rating therefore highlights the importance of strengthening network infrastructure and ensuring reliable digital access across the campus.

An examination of the annual means shows a decline from 3.22 in 2024 to 3.08 in 2025, followed by an improvement to 3.15 in 2026. The recovery observed in 2026 may indicate that initiatives undertaken by the University have begun to address stakeholder concerns and improve engagement experiences. Nonetheless, the findings suggest that maintaining stakeholder satisfaction requires continuous refinement of communication strategies, engagement platforms, and support mechanisms to keep pace with evolving stakeholder expectations.

Taken together, the results portray a University that values stakeholder participation and actively promotes collaboration, communication, and engagement across various stakeholder groups. The strengths observed in alumni relations, community involvement, stakeholder participation, and parent engagement provide evidence of a stakeholder-centered organizational culture. To further enhance satisfaction levels, management may consider expanding opportunities for stakeholder consultation, strengthening digital engagement platforms, increasing the visibility of feedback utilization in decision-making processes, and improving internet connectivity to support both face-to-face and technology-mediated engagement initiatives. Such efforts will further strengthen stakeholder trust, participation, and commitment to the University's mission and strategic directions.

E. Physical and Digital Infrastructure
Table 5. Stakeholders’ Level of Satisfaction with Physical and Digital Infrastructure
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. Ease of navigation of the official university website
	3.24
	3.13
	3.15
	3.18
	Satisfied

	2. Provision of seamless online student portal
	3.21
	3.14
	3.14
	3.17
	Satisfied

	3. IT support provided to students, faculty and other stakeholders
	3.24
	3.12
	3.17
	3.18
	Satisfied

	4. Wi-Fi access points within the campus
	2.82
	2.49
	2.81
	2.70
	Satisfied

	5. Multimedia facilities in classrooms
	3.20
	3.03
	3.10
	3.11
	Satisfied

	6. Digital tools provided for learning
	3.22
	3.08
	3.14
	3.15
	Satisfied

	7. Security features for online systems
	3.23
	3.13
	3.16
	3.18
	Satisfied

	8. Maintenance and aesthetics of physical infrastructure
	3.33
	3.20
	3.16
	3.24
	Satisfied

	9. Accessibility of IT facilities for both students and staff in campus.
	3.25
	3.11
	3.15
	3.17
	Satisfied

	10. Clarity of signages, school map for wayfinding and directions in campus
	3.27
	3.14
	3.13
	3.19
	Satisfied

	11. Efficiency of online systems for grades, payments, and inquiries
	3.22
	3.09
	3.11
	3.15
	Satisfied

	12. Availability of smart classrooms to enhance teaching and learning
	3.23
	3.08
	3.14
	3.15
	Satisfied

	13. Adequacy and updatedness of computer labs for student use
	3.27
	3.11
	3.17
	3.19
	Satisfied

	14. Adequacy of computer access boards to monitor students' grades, balance of payments, etc.
	3.29
	3.14
	3.14
	3.20
	Satisfied

	Overall Mean
	3.22
	3.07
	3.12
	3.14
	Satisfied



The rapid digitalization of higher education has transformed physical and technological infrastructure from a supporting function into a strategic enabler of teaching, learning, research, and administrative efficiency. Modern universities are increasingly expected to provide reliable digital systems, technology-enhanced learning environments, and accessible information resources that facilitate seamless academic and operational experiences. The findings presented in Table 5 therefore offer important insights into how stakeholders perceive SPUP's readiness to support educational and institutional activities through its physical and digital infrastructure.

The overall mean of 3.14, interpreted as Satisfied, indicates that stakeholders generally view the University's infrastructure positively. The results suggest that SPUP has established a reasonably effective technological and physical environment that supports both academic and administrative functions. The favorable ratings across all indicators demonstrate that stakeholders recognize the University's continuing efforts to invest in technology, maintain campus facilities, and provide digital services that facilitate access to information and institutional resources.

Unlike the previous dimensions where a few indicators clearly emerged as dominant strengths, the results in this dimension reveal a relatively balanced assessment across multiple aspects of infrastructure. The highest-rated indicator was Maintenance and aesthetics of physical infrastructure, which obtained an overall mean of 3.24. Although falling slightly below the threshold for Very Satisfied, the result suggests that stakeholders appreciate the University's efforts to maintain a physically appealing and functional campus environment. Physical infrastructure contributes significantly to institutional image and stakeholder assessment of quality because it creates the environment within which learning and work activities occur (Temple, 2008).

Other indicators receiving relatively strong ratings include Adequacy of computer access boards to monitor students' grades, balances, and other information (3.20), Adequacy and updatedness of computer laboratories for student use (3.19), Clarity of signages, school maps, and wayfinding directions (3.19), Ease of navigation of the official university website (3.18), IT support provided to students, faculty, and stakeholders (3.18), and Security features for online systems (3.18). Collectively, these findings indicate that stakeholders perceive the University's digital services and information systems as generally accessible, secure, and supportive of their academic and administrative needs.

Particularly noteworthy is the positive assessment of website navigation, online system security, and IT support services. As higher education institutions increasingly rely on digital platforms for communication, instruction, records management, and stakeholder engagement, the effectiveness of these systems has become a critical determinant of user satisfaction. Studies have shown that ease of use, system reliability, technical support, and information accessibility significantly influence stakeholders' assessment of institutional service quality in technology-driven educational environments (Al-Fraihat et al., 2020; Pham et al., 2019).

The findings also suggest that SPUP has made substantial progress in integrating technology into its academic operations. Indicators related to Digital tools provided for learning (3.15), Efficiency of online systems for grades, payments, and inquiries (3.15), and Availability of smart classrooms to enhance teaching and learning (3.15) received favorable assessments. These results indicate that stakeholders generally perceive the University's digital transformation initiatives as beneficial in supporting learning continuity, administrative convenience, and educational innovation.

Despite these strengths, one indicator stands out as a significant opportunity for improvement. Wi-Fi access points within the campus obtained an overall mean of 2.70, making it not only the lowest-rated indicator in this dimension but also one of the lowest-rated indicators across all dimensions assessed in the study. The 2025 mean of 2.49 even approached the threshold for dissatisfaction. This finding suggests that stakeholders continue to encounter challenges related to internet accessibility, signal strength, network coverage, or connection reliability within various campus locations.

The relatively low assessment of Wi-Fi services is particularly important because virtually all other digital initiatives depend upon stable internet connectivity. Stakeholders may appreciate the University's online systems, digital tools, and technological resources; however, their ability to fully utilize these services is constrained when internet access is inconsistent. Contemporary research consistently identifies connectivity infrastructure as a foundational requirement for successful digital learning environments and effective institutional service delivery (Bond et al., 2021; Al-Fraihat et al., 2020). Consequently, improvements in campus-wide internet infrastructure may yield positive effects across multiple dimensions of stakeholder satisfaction.

An examination of the yearly means reveals a similar pattern observed in several preceding dimensions. The overall mean decreased from 3.22 in 2024 to 3.07 in 2025 before improving slightly to 3.12 in 2026. This trend may indicate that stakeholder expectations regarding digital services and technological infrastructure are evolving rapidly. As users become increasingly accustomed to high-speed connectivity, cloud-based services, mobile applications, and seamless digital experiences, universities are challenged to continuously upgrade their infrastructure to remain responsive to stakeholder needs.

From a strategic perspective, the findings suggest that SPUP has established a solid foundation in terms of digital systems, IT support, online security, learning technologies, and physical infrastructure maintenance. These strengths provide a favorable platform upon which future technological enhancements can be built. Nevertheless, the results also point to the need for targeted investments in network infrastructure, particularly in expanding Wi-Fi coverage, improving connection stability, and increasing internet bandwidth. Strengthening these areas would not only improve satisfaction with connectivity services but also enhance the effectiveness of the University's broader digital transformation initiatives.

Overall, the results portray an institution that is progressively advancing its technological capabilities while maintaining functional and aesthetically pleasing physical infrastructure. By sustaining current strengths and prioritizing improvements in internet accessibility and connectivity, SPUP can further strengthen its capacity to support innovative teaching, efficient service delivery, and meaningful stakeholder engagement in an increasingly digital educational environment.

F. Student and Employee Welfare
Table 6. Stakeholders’ Level of Satisfaction with Student and Employee Welfare
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. Access to and effectiveness of counseling services for students and employees
	3.29
	3.17
	3.17
	3.21
	Satisfied

	2. Implementation of the mental health program
	3.24
	3.11
	3.18
	3.18
	Satisfied

	3. Career development needs of students
	3.27
	3.18
	3.19
	3.22
	Satisfied

	4. Scholarship offering and opportunities for faculty and students
	3.23
	2.98
	3.15
	3.12
	Satisfied

	5. Provision of opportunities for professional growth for faculty and staff
	3.28
	3.16
	3.19
	3.22
	Satisfied

	6. Conduct of inhouse workshops and seminars for employee skills enhancement
	3.28
	3.17
	3.16
	3.21
	Satisfied

	7. Promotion of a culture of inclusivity and diversity in campus
	3.30
	3.18
	3.18
	3.22
	Satisfied

	8. Promotion and enforcement of anti-bullying measures on campus
	3.24
	3.09
	3.15
	3.16
	Satisfied

	9. Health services provided on campus
	3.29
	3.11
	3.17
	3.19
	Satisfied

	10. Implementation of conflict resolution mechanisms and policies
	3.26
	3.11
	3.15
	3.18
	Satisfied

	11. Guidance services for students in addressing their academic and personal matters
	3.28
	3.16
	3.19
	3.21
	Satisfied

	12. Instructional support for faculty
	3.28
	3.16
	3.18
	3.21
	Satisfied

	13. Awards and recognition programs for both students and employees
	3.25
	3.03
	3.18
	3.16
	Satisfied

	14. Ranking and promotions for faculty and staff
	3.26
	3.15
	3.19
	3.20
	Satisfied

	15. Staff welfare programs for non-teaching personnel
	3.29
	3.17
	3.19
	3.22
	Satisfied

	Overall Mean
	3.27
	3.13
	3.17
	3.19
	Satisfied



The welfare of students and employees constitutes a fundamental component of institutional effectiveness because it reflects the extent to which an educational institution supports the holistic development, well-being, and success of its internal stakeholders. Beyond academic instruction and administrative services, universities are expected to create environments that promote mental health, professional growth, inclusivity, recognition, and overall quality of life. The results presented in Table 6 provide an assessment of how stakeholders perceive SPUP's efforts to nurture and support the welfare of its students, faculty, staff, and other members of the university community.

The overall mean of 3.19, interpreted as Satisfied, indicates that stakeholders generally view the University's welfare programs and support services favorably. The findings suggest that SPUP has established a supportive environment that addresses the academic, professional, personal, and psychosocial needs of its stakeholders. The consistently positive ratings across all indicators demonstrate that welfare initiatives remain an important strength of the institution's stakeholder-centered approach to education and organizational management.

A noteworthy characteristic of the results is the absence of extreme variations among the indicators. This pattern suggests that stakeholder support is distributed across multiple welfare dimensions rather than concentrated in a limited number of programs. The highest-rated indicators include Career development needs of students (3.22), Provision of opportunities for professional growth for faculty and staff (3.22), Promotion of a culture of inclusivity and diversity on campus (3.22), and Staff welfare programs for non-teaching personnel (3.22). These findings highlight the University's commitment to fostering both personal and professional development while ensuring that diverse stakeholder groups are supported and valued.

The favorable ratings for career development and professional growth opportunities are particularly significant because educational institutions play a crucial role in preparing students for future careers while simultaneously supporting the continuous development of their workforce. Research has shown that opportunities for professional advancement, career readiness, and skills development positively influence stakeholder satisfaction, engagement, and organizational commitment (Kahu & Nelson, 2018; Saks, 2022). The findings therefore suggest that SPUP's efforts to provide developmental opportunities are being recognized and appreciated by its stakeholders.

Equally important is the positive assessment of the University's commitment to inclusivity and diversity. The favorable rating received by this indicator reflects stakeholders' perception that the University promotes an environment characterized by respect, acceptance, and equitable treatment. Inclusive institutional cultures contribute to stronger stakeholder engagement, improved well-being, and enhanced organizational performance because individuals are more likely to thrive in environments where they feel valued and respected (Shore et al., 2018).

Several other indicators likewise received strong ratings, including Access to and effectiveness of counseling services (3.21), Guidance services for students in addressing academic and personal concerns (3.21), Instructional support for faculty (3.21), and Conduct of in-house workshops and seminars for employee skills enhancement (3.21). Collectively, these findings suggest that stakeholders recognize the University's efforts to provide academic, emotional, and professional support systems that contribute to individual success and well-being. Such support services are increasingly viewed as essential components of student retention, employee engagement, and organizational effectiveness (Tinto, 2017).

From a welfare perspective, the results also demonstrate positive assessment regarding Health services provided on campus (3.19), Implementation of mental health programs (3.18), and Implementation of conflict resolution mechanisms and policies (3.18). The favorable assessments indicate that stakeholders generally view the University's health, wellness, and conflict management initiatives as responsive to their needs. Given the growing attention to mental health and psychosocial well-being within educational institutions, these findings provide encouraging evidence that SPUP is making meaningful contributions toward fostering a caring and supportive campus environment.

While the overall results are favorable, several indicators emerged as opportunities for enhancement. The lowest-rated indicator was Scholarship offerings and opportunities for faculty and students, which obtained an overall mean of 3.12. Although still interpreted as Satisfied, the rating suggests that stakeholders may desire greater access to scholarships, financial assistance, grants, or other forms of educational support. Increasing educational costs and the growing demand for professional development opportunities may contribute to higher stakeholder expectations regarding scholarship availability and accessibility.

Similarly, Promotion and enforcement of anti-bullying measures on campus (3.16) and Awards and recognition programs for both students and employees (3.16) received comparatively lower ratings. These findings do not necessarily indicate dissatisfaction but rather suggest areas where stakeholders perceive room for further strengthening institutional initiatives. Recognition programs have been shown to influence motivation, morale, and organizational commitment, while effective anti-bullying programs contribute to safer and more supportive learning and working environments (Shore et al., 2018; Saks, 2022). Enhancing the visibility, consistency, and reach of these programs may therefore further improve stakeholder assessment.

An examination of the annual means reveals that stakeholder satisfaction remained relatively stable throughout the three-year period. The overall mean declined from 3.27 in 2024 to 3.13 in 2025 before increasing slightly to 3.17 in 2026. Although the fluctuations are modest, they may reflect evolving stakeholder expectations regarding welfare programs and support services. As awareness of mental health, employee well-being, career development, and inclusive practices continues to increase, institutions are expected to continually refine and expand their welfare initiatives to meet changing stakeholder needs.

Viewed holistically, the findings portray SPUP as an institution that genuinely values the well-being and development of its stakeholders. The strengths observed in career development, professional growth opportunities, inclusivity initiatives, counseling services, and staff welfare programs provide evidence of the University's commitment to holistic formation and human development. At the same time, the results identify opportunities to expand scholarship programs, strengthen recognition initiatives, and further enhance anti-bullying and student support interventions. By continuously investing in stakeholder welfare, the University can further strengthen engagement, satisfaction, and organizational commitment while advancing its mission of forming competent, compassionate, and socially responsible individuals.

G. Food and Hospitality Services
Table 7. Stakeholders’ Level of Satisfaction with Food and Hospitality Services
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. Variety and quality of food available in the canteen and food satellites
	3.18
	3.05
	3.10
	3.11
	Satisfied

	2. Maintenance of cleanliness and order in designated dining areas in campus
	3.29
	3.15
	3.11
	3.19
	Satisfied

	3. Prices of food and beverages
	3.01
	2.75
	2.98
	2.91
	Satisfied

	4. Efficiency of catering services during events in campus
	3.17
	3.04
	3.11
	3.11
	Satisfied

	5. Adequacy of seating arrangements (e.g., tables and chairs) in dining areas
	3.23
	3.12
	3.14
	3.16
	Satisfied

	6. Waiting time in food service lines
	3.12
	3.00
	3.08
	3.07
	Satisfied

	7. Feedback about dining services is welcomed and acted upon
	3.22
	3.09
	3.12
	3.14
	Satisfied

	8. The ambiance of dining areas is comfortable and inviting
	3.24
	3.15
	3.14
	3.18
	Satisfied

	9. Staff handling food services are courteous and efficient.
	3.27
	3.12
	3.14
	3.18
	Satisfied

	10. Visitor accommodations during on campus events
	3.27
	3.17
	3.17
	3.21
	Satisfied

	11. Quality of event coordination and hospitality services
	3.26
	3.13
	3.15
	3.18
	Satisfied

	12. Provision of special dietary needs by food services
	3.24
	3.13
	3.14
	3.17
	Satisfied

	Overall Mean
	3.21
	3.08
	3.12
	3.13
	Satisfied



Food and hospitality services contribute significantly to the overall stakeholder experience because they influence comfort, convenience, well-being, and assessment of institutional care. While these services may not be directly linked to academic instruction, they form an integral part of campus life and often shape daily interactions with the institution. The results presented in Table 7 therefore provide important insights into how stakeholders perceive the University's ability to provide quality dining, catering, and hospitality services that support both routine campus activities and special events.

The overall mean of 3.13, interpreted as Satisfied, indicates that stakeholders generally hold favorable assessment regarding the University's food and hospitality services. The findings suggest that SPUP has established service mechanisms that adequately address the dining and hospitality needs of students, employees, visitors, and other stakeholders. The positive ratings across all indicators reflect the University's efforts to provide an environment that promotes comfort, convenience, and customer satisfaction.

Among the indicators, Visitor accommodations during on-campus events obtained the highest overall mean of 3.21. This finding highlights a notable institutional strength in hosting guests, partners, parents, alumni, and other visitors who participate in university activities. The favorable assessment suggests that stakeholders appreciate the University's efforts to create a welcoming and accommodating environment during institutional events. In higher education settings, hospitality practices contribute to institutional image and stakeholder loyalty because positive event experiences often shape stakeholders' assessment of the organization as a whole (Bowden, 2011).

Closely following are the indicators Maintenance of cleanliness and order in designated dining areas (3.19), The ambiance of dining areas is comfortable and inviting (3.18), Staff handling food services are courteous and efficient (3.18), and Quality of event coordination and hospitality services (3.18). These results suggest that stakeholders value not only the products being offered but also the overall service environment and customer experience. Service quality literature consistently emphasizes that cleanliness, employee behavior, physical surroundings, and service interactions strongly influence customer satisfaction because they shape assessment of professionalism and organizational care (Parasuraman et al., 1988; Ryu & Han, 2010).

The favorable rating for food service personnel is particularly encouraging because frontline employees often serve as the primary point of contact between customers and the organization. Courteous and efficient service can significantly enhance stakeholders' experiences and contribute to positive impressions of institutional support services. Likewise, the positive assessment of dining ambiance suggests that the University has been successful in creating spaces that are conducive to relaxation, social interaction, and informal engagement among stakeholders.

The results also indicate satisfactory assessment regarding Provision of special dietary needs by food services (3.17), Adequacy of seating arrangements in dining areas (3.16), and Feedback about dining services is welcomed and acted upon (3.14). These findings reflect the University's efforts to accommodate diverse stakeholder needs and maintain channels for continuous improvement. Organizations that actively solicit and respond to customer feedback are often more successful in sustaining service quality and customer satisfaction because they demonstrate responsiveness and a commitment to improvement (Kotler et al., 2022).

Despite the generally positive findings, the results reveal several areas that may warrant further management attention. The lowest-rated indicator was Prices of food and beverages, which obtained an overall mean of 2.91. Although still interpreted as Satisfied, this rating suggests that stakeholders may have concerns regarding affordability, particularly in light of economic conditions and increasing costs of goods and services. Affordability remains an important consideration in educational settings because food services are expected not only to provide quality products but also to remain accessible to a diverse stakeholder population. Balancing quality, nutritional value, and affordability therefore remains a continuing challenge for campus food service providers.

Another area for possible enhancement is Waiting time in food service lines, which received an overall mean of 3.07. While stakeholders remain generally satisfied, the rating suggests that efficiency during peak periods may affect the dining experience. Delays in service can reduce convenience and contribute to dissatisfaction, particularly among students and employees with limited time between classes and work responsibilities. Research on hospitality services has shown that waiting time is a significant determinant of customer satisfaction because it directly affects assessment of service efficiency and responsiveness (Ryu & Han, 2010).

Similarly, the indicators Variety and quality of food available in the canteen and food satellites (3.11) and Efficiency of catering services during campus events (3.11) indicate opportunities for further enhancement. As stakeholder preferences become increasingly diverse, food service providers are expected to offer a wider selection of healthy, affordable, and culturally responsive menu options. Continuous evaluation of menu offerings and catering practices may therefore contribute to higher levels of stakeholder satisfaction in future assessments.

An examination of the annual means reveals a pattern similar to that observed in several preceding dimensions. The overall rating decreased from 3.21 in 2024 to 3.08 in 2025, followed by a slight increase to 3.12 in 2026. Although the changes are relatively modest, they suggest that stakeholder expectations regarding food quality, affordability, and hospitality services continue to evolve. Maintaining favorable satisfaction levels will therefore require continuous monitoring of stakeholder preferences and proactive adjustments to service delivery practices.

Overall, the findings portray food and hospitality services as a generally positive aspect of the stakeholder experience at SPUP. The strengths observed in visitor accommodations, dining area cleanliness, service personnel courtesy, and hospitality coordination indicate that the University has established a supportive and welcoming environment for both internal and external stakeholders. To further elevate satisfaction levels, management may consider exploring strategies to improve food affordability, expand menu variety, enhance catering services, and reduce waiting times during peak service periods. Such improvements will contribute not only to stakeholder satisfaction but also to the University's broader commitment to providing a caring, responsive, and stakeholder-centered campus environment.

H. Community Engagement and Social Responsibility
Table 7. Stakeholders’ Level of Satisfaction with Community Engagement and Social Responsibility
	Item
	Mean 2024
	Mean 2025
	Mean 2026
	Overall Mean
	Description

	1. University community outreach programs
	3.36
	3.24
	3.23
	3.28
	Very Satisfied

	2. Involvement of students, faculty, staff and alumni in community extension services activities
	3.31
	3.20
	3.21
	3.24
	Satisfied

	3. The impact of community extension services program and activities
	3.32
	3.24
	3.22
	3.26
	Very Satisfied

	4. Involvement of external stakeholders to support social responsibility projects
	3.29
	3.22
	3.21
	3.24
	Satisfied

	5. Collaboration with local organizations in community extension services projects
	3.34
	3.23
	3.20
	3.26
	Very Satisfied

	6. Diversity and inclusivity of the university's social responsibility programs
	3.33
	3.23
	3.22
	3.26
	Very Satisfied

	7. Environmental sustainability initiatives and efforts of the community outreach programs and projects
	3.34
	3.24
	3.21
	3.27
	Very Satisfied

	8. The university's integration of civic engagement into its curriculum
	3.32
	3.22
	3.20
	3.25
	Very Satisfied

	9. The university's partnerships with NGOs and government agencies in implementing community extension programs and projects
	3.34
	3.26
	3.22
	3.28
	Very Satisfied

	10. Responsiveness of the university's extension program to local community needs and expectations
	3.33
	3.24
	3.21
	3.26
	Very Satisfied

	Overall Mean
	3.33
	3.23
	3.21
	3.26
	Very Satisfied



One of the distinguishing characteristics of Catholic and mission-driven universities is their commitment to extending learning beyond the classroom and contributing to the development of society through community engagement and social responsibility initiatives. For St. Paul University Philippines, community extension programs, partnerships, environmental stewardship, and social transformation activities represent important avenues through which the University fulfills its mission of forming socially responsible citizens and promoting the common good. The findings presented in Table 8 therefore provide an assessment of how stakeholders perceive the University's contribution to communities and its responsiveness to societal needs.

Among the eight dimensions evaluated in this study, Community Engagement and Social Responsibility emerged as the highest-rated dimension, obtaining an overall mean of 3.26, interpreted as Very Satisfied. This result is particularly noteworthy because it reflects stakeholders' strong appreciation of the University's efforts to translate its educational mission into meaningful social action. The findings suggest that SPUP's extension programs, community partnerships, and social responsibility initiatives are not only visible to stakeholders but are also perceived as relevant, impactful, and responsive to community needs.

A closer examination of the indicators reveals that the University's strongest performance areas are closely associated with community outreach, partnership building, and social impact. The indicators University community outreach programs and Partnerships with NGOs and government agencies in implementing community extension programs and projects both obtained the highest overall mean of 3.28, corresponding to a Very Satisfied rating. These findings underscore the effectiveness of the University's collaborative approach to community development. Strong partnerships with government agencies, non-government organizations, and community groups enable educational institutions to extend their reach, maximize resources, and generate sustainable social impact. Such collaborations are widely recognized as essential components of effective community engagement programs because they facilitate the co-creation of solutions to complex societal challenges (Bringle & Hatcher, 2002).

Similarly, stakeholders expressed Very Satisfied ratings regarding Environmental sustainability initiatives and efforts of community outreach programs (3.27), The impact of community extension services programs and activities (3.26), Collaboration with local organizations in community extension projects (3.26), Diversity and inclusivity of social responsibility programs (3.26), and Responsiveness of extension programs to local community needs and expectations (3.26). Collectively, these findings indicate that stakeholders perceive the University's extension efforts as both inclusive and responsive to the needs of the communities it serves. The positive assessment suggests that SPUP has been successful in aligning its outreach initiatives with stakeholder expectations and local development priorities.

Particularly encouraging is the favorable evaluation of the impact and responsiveness of extension programs. Community engagement initiatives are most effective when they address genuine community concerns and generate measurable benefits for intended beneficiaries. The results suggest that stakeholders perceive SPUP's programs as making meaningful contributions to community development and social transformation. This observation aligns with the growing recognition that higher education institutions should function not only as centers of knowledge generation but also as active partners in addressing social, economic, environmental, and cultural challenges within their communities (Boyer, 1996; UNESCO, 2022).

Another significant finding is the positive assessment of the University's integration of civic engagement into the curriculum, which obtained an overall mean of 3.25 and achieved a Very Satisfied interpretation. This result suggests that stakeholders recognize the University's efforts to connect academic learning with community service and social responsibility. Service-learning and community-engaged learning approaches have been shown to enhance student learning outcomes, civic responsibility, leadership development, and social awareness while simultaneously benefiting partner communities (Bringle & Hatcher, 2002). The favorable rating therefore reflects the successful integration of the University's instructional and extension functions.

Although all indicators received favorable ratings, the comparatively lower means were observed in Involvement of students, faculty, staff, and alumni in community extension service activities (3.24) and Involvement of external stakeholders in supporting social responsibility projects (3.24). While both indicators remain within the Satisfied category and are only marginally lower than the other indicators, they nonetheless suggest opportunities to further broaden participation in community engagement initiatives. The findings imply that while stakeholders recognize the effectiveness of existing programs, there may be room to strengthen volunteerism, increase stakeholder participation, and expand collaborative opportunities for alumni, employees, students, and community partners.

Expanding participation is important because community engagement initiatives often achieve greater sustainability and impact when multiple stakeholder groups actively contribute to planning, implementation, and evaluation processes. Research on engaged scholarship emphasizes that broad stakeholder participation enhances program ownership, strengthens community relationships, and increases the likelihood of achieving long-term social outcomes (Fitzgerald et al., 2016).

An examination of the annual means reveals a gradual decline from 3.33 in 2024 to 3.23 in 2025 and 3.21 in 2026. Despite this downward movement, the ratings consistently remained within the Very Satisfied category, indicating that stakeholders continue to hold highly positive assessment of the University's community engagement efforts. The slight decline may reflect rising stakeholder expectations as the University's outreach programs become more established and visible. As community needs evolve and societal challenges become increasingly complex, stakeholders may expect greater innovation, wider program coverage, stronger partnerships, and more measurable impacts from university extension initiatives.

Overall, the findings portray Community Engagement and Social Responsibility as a hallmark strength of St. Paul University Philippines. Stakeholders strongly recognize the University's commitment to community development, environmental stewardship, civic engagement, and collaborative partnerships. The consistently high ratings affirm that SPUP is effectively fulfilling its social responsibility mandate and extending its educational mission beyond the campus. To sustain and further enhance these favorable assessment, management may consider expanding stakeholder participation in extension activities, strengthening alumni engagement in community programs, increasing opportunities for volunteerism, and continuously documenting and communicating the societal impacts of its outreach initiatives. Such efforts will further reinforce the University's identity as a socially responsive institution dedicated to service, transformation, and nation-building.

Part 2: Analysis of Stakeholders’ Comments and Suggestions
To supplement the quantitative findings, stakeholders were invited to provide comments and suggestions regarding the products, services, facilities, and programs of St. Paul University Philippines. A thematic analysis of the responses was conducted to identify recurring themes and issues raised by stakeholders. The analysis revealed six major themes: (1) appreciation of institutional strengths and service quality; (2) internet connectivity and digital infrastructure concerns; (3) campus facilities and physical environment improvements; (4) food services and affordability concerns; (5) academic services and student support; and (6) stakeholder engagement and communication.

Theme 1. Appreciation of Institutional Strengths and Service Quality
A significant number of participants expressed appreciation for the University's overall quality of services, academic reputation, and supportive learning environment. Several comments highlighted the University's strong academic standing, accommodating atmosphere, and commitment to stakeholder satisfaction.
One participant stated: "The University is very accommodating and ambience is nice."
Another participant remarked: "The university is a reputable institution, boasting numerous accreditations and a well-structured curriculum that aligns with international standards."
Similarly, another stakeholder simply described the University as: "Competent!"
These comments reinforce the quantitative findings wherein stakeholders reported favorable satisfaction ratings across all dimensions. Positive stakeholder perceptions are important indicators of institutional trust and organizational credibility. According to Gruber et al. (2010), positive experiences with educational services contribute significantly to overall satisfaction and long-term stakeholder loyalty.

Theme 2. Internet Connectivity and Digital Infrastructure Concerns

The most recurring concern across the comments pertained to internet connectivity and Wi-Fi accessibility. This finding is consistent with the quantitative results wherein internet-related indicators received some of the lowest ratings under both Campus Facilities and Physical and Digital Infrastructure.
Several participants commented: 
"Have more Wi-Fi coverage some classes need Wi-Fi for online activities but have no Wi-Fi coverage."
"Improvement of internet connection."
"The internet connections like Wi-Fi is very slow."
"Kindly improve the university’s internet connection, specifically the SPUP Wi-Fi. We need it for research purposes inside the classroom."

Another stakeholder provided a detailed recommendation:
"The Wi-Fi internet connection should be stable and should not disconnect frequently."
These comments suggest that stakeholders increasingly rely on digital technologies for learning, communication, research, and administrative transactions. Reliable internet access has become a fundamental requirement in contemporary higher education environments (Bond et al., 2021). The recurring concern indicates a need for continued investment in network infrastructure, expanded Wi-Fi coverage, and improved internet reliability.

Theme 3. Campus Facilities and Physical Environment Improvements
Another dominant theme involved concerns regarding physical facilities, particularly comfort rooms, air-conditioning systems, classroom conditions, and campus maintenance.
One participant shared: "I would recommend fixing the bathrooms for boys because some bathroom doesn't have a door and is unsanitary."
Another stakeholder similarly observed: "Almost all restrooms in the campus are unsanitary."
Several participants also raised concerns regarding classroom ventilation and air-conditioning: 
"Aircons should be working in students hours."
"Please check aircons on every room because some are not working."
"Improvement of comfortable rooms and use of aircons specially in SJ building."
Likewise, one participant recommended: "Provide good water supply in all comfort rooms."

The comments indicate that while stakeholders generally appreciate the University's facilities, improvements in sanitation, thermal comfort, and maintenance of support facilities remain important priorities. Research has shown that physical learning environments significantly influence stakeholder satisfaction, productivity, and overall educational experiences (Temple, 2008).

Theme 4. Food Services and Affordability Concerns
Food affordability and dining services emerged as another recurring theme. While stakeholders generally expressed satisfaction with food and hospitality services, several comments suggested that food prices remain a concern, particularly for students.
Examples include:
"Offer more affordable meals in the canteen."
"The price of food at the canteen is too much high. We would appreciate a student meal or budget meal."
"Please make the food student budget friendly and healthy."

Another stakeholder suggested: "Kindly include variety of healthy food at the canteen."

These findings suggest that stakeholders desire a balance between food quality, nutritional value, and affordability. Similar observations have been reported in higher education literature where affordability and food accessibility significantly influence student satisfaction and well-being (Ryu & Han, 2010).

Theme 5. Academic Services and Student Support
Several comments focused on instructional processes, faculty responsiveness, scholarship opportunities, and academic support mechanisms.
One participant remarked: "Responses to emails sent to faculty or administrative staff can take one to two weeks or sometimes months."
The same participant also noted: "The extended timeline for grade submissions often takes two to three months."
Scholarship concerns were likewise raised: 
"Bring back the old standards of scholarship grants."
"The new standards seem to be quite high and hard to attain."

Other comments emphasized the need for flexibility and empathy in dealing with students' circumstances:
"The teacher should also consider the excuse of a student if it is all about their health."
These comments suggest opportunities to strengthen customer responsiveness, faculty-student communication, scholarship accessibility, and academic support systems. Timely communication and responsive support services have consistently been identified as important determinants of satisfaction among higher education stakeholders (Douglas et al., 2015).

Theme 6. Stakeholder Engagement and Communication
A number of participants emphasized the importance of stakeholder consultation, communication, and participation in decision-making.
One stakeholder noted: "SPUP must hear from their external clients the issues and concerns during parents assembly."
Another suggested: "Aside from MS Teams, is it possible to reach out students using Gmail or contact numbers in announcing info."

Similarly, a participant recommended: "Provide clear, step-by-step instruction for enrolment."

These comments indicate that stakeholders value transparent communication, multiple communication channels, and opportunities to participate in institutional discussions. Effective stakeholder engagement enhances trust, improves organizational responsiveness, and contributes to stronger stakeholder relationships (Bryson, 2018).

Overall, the qualitative findings complement the quantitative results by providing deeper insights into stakeholders' experiences and expectations. The comments reveal strong appreciation for the University's academic quality, community engagement initiatives, and supportive environment. At the same time, stakeholders identified several areas for improvement, particularly internet connectivity, restroom maintenance, air-conditioning systems, food affordability, responsiveness of academic support services, and stakeholder communication mechanisms.

The recurring nature of these themes suggests that addressing these concerns may further enhance stakeholder satisfaction and strengthen the University's commitment to continuous improvement, service excellence, and stakeholder-centered education. The qualitative findings provide valuable inputs for institutional planning, management review, quality assurance initiatives, and future service enhancement programs.

Conclusion

The results of the three-year stakeholder satisfaction assessment affirm the importance of systematically listening to and learning from the voices of the University's stakeholders as part of its commitment to quality assurance, organizational excellence, and mission fulfillment. The study demonstrates that stakeholder satisfaction serves not merely as a measure of service performance but also as a valuable source of strategic information that enables the University to evaluate the effectiveness of its policies, programs, facilities, and support systems.

The findings collectively suggest that St. Paul University Philippines has established a stakeholder-centered culture characterized by responsiveness, service orientation, academic quality, community engagement, and a genuine concern for the holistic development of those it serves. The generally favorable assessments across the various dimensions indicate that the University's efforts to provide quality educational experiences and support services are recognized and appreciated by its stakeholders. At the same time, the study highlights the dynamic nature of stakeholder expectations and the continuing need for innovation, responsiveness, and adaptability in institutional practices.

The qualitative feedback further reinforces the value of stakeholder engagement as a mechanism for organizational learning and continuous improvement. Beyond measuring satisfaction levels, the comments and suggestions provide meaningful insights into stakeholder experiences, emerging needs, and opportunities for enhancement. Such feedback strengthens the University's ability to make evidence-based decisions and to prioritize improvement initiatives that are aligned with stakeholder expectations and institutional goals.

Viewed from a broader perspective, the study underscores the interconnectedness of academic quality, service delivery, physical and digital resources, welfare programs, stakeholder engagement, and social responsibility in shaping the overall stakeholder experience. Excellence in higher education is achieved not through isolated improvements in individual areas but through the effective integration of these dimensions into a coherent system of quality management and stakeholder value creation.

As St. Paul University Philippines continues to pursue its vision of educational excellence and transformative service, the findings of this study provide valuable evidence for management review, strategic planning, quality assurance initiatives, accreditation activities, and institutional decision-making. More importantly, they reaffirm the University's responsibility to continuously assess, improve, and innovate its services in order to remain responsive to the evolving needs of its stakeholders and the communities it serves.

Ultimately, the sustained conduct of stakeholder satisfaction assessments reflects the University's commitment to accountability, transparency, and continuous quality improvement. By maintaining a culture that values stakeholder feedback and utilizes assessment results as drivers for institutional enhancement, St. Paul University Philippines strengthens its capacity to deliver meaningful educational experiences, foster stakeholder trust and engagement, and advance its mission of forming competent, compassionate, and socially responsible individuals committed to service and nation-building.
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