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Abstract 

Background and Aim: In educational services, particularly tutoring centers, understanding the factors contributing 

to student satisfaction is crucial. This study aimed to investigate the impact of the variables of competence, 

responsiveness, empathy, learner-facilitator interaction, and learner-learner interaction on student satisfaction at a 

tutoring center in Hangzhou, China. 

Materials and Methods: The study employed a robust methodological approach; (1) Questionnaire Validation: 

The validity of the questionnaire was tested using the Item-Objective Congruence (IOC) index, while its reliability 

was assessed through Cronbach's Alpha in a pilot test (n=30). (2) Data Collection: Data were gathered through 

surveys conducted via the Wenjuanxing App, yielding 120 valid responses. (3) Data Analysis: 1) Multiple Linear 

Regression: This technique was applied to the 120 valid questionnaires to verify significant relationships among 

variables. 2) Strategic Plan Implementation (SPI): A 14-week intervention was conducted with a control group of 

30 students to test the impact of strategic changes. 3) Paired-Samples t-tests: These were performed to compare the 

variables between the pre and post-strategic plan for validation. (4) Statistical Software: Jamovi Statistical 

Software, version 2.4.1, was utilized for all statistical analyses in this study. 

Results: The regression analysis revealed that all five variables significantly influenced student satisfaction. 

Specifically, tutor competence, responsiveness, and empathy were positively correlated with higher levels of 

student satisfaction. Additionally, both learner-facilitator and learner-learner interactions were found to enhance 

the overall satisfaction of students significantly. Following the implementation of the strategic plan designed to 

improve these variables, the paired samples t-test results indicated notable improvements: tutor competence (t = -

26.0, p < 0.05), responsiveness (t = -29.3, p < 0.001), empathy (t = -22.7, p < 0.001), learner-facilitator interaction 

(t = -18.0, p < 0.001), learner-learner interaction (t = -25.2, p < 0.001) and satisfaction (t = -23.5, p < 0.001) all 

showed statistically significant enhancements. These findings underscore the critical role of these variables in 

fostering student satisfaction and demonstrate the effectiveness of the strategic interventions applied in this context. 

Conclusion: This study highlights that tutor competence, responsiveness, empathy, and effective interactions are 

crucial for student satisfaction in tutoring centers. Implementing the strategic plan notably improved these areas, 

emphasizing their importance. These insights can enhance tutoring services, aiding Chinese students in their 

academic goals.   
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Introduction   

Private tutoring has emerged as a critical aspect of educational management, playing a significant role 

in enhancing the quality and effectiveness of learning systems (Ilham et al., 2023; Muhammad et al., 2023; 

Pertiwi et al., 2023). In today’s highly competitive academic environment, parents increasingly seek to 

ensure the best possible education for their children, often turning to private tutoring as a preferred solution 

(Alhajri & Al-Hadrami, 2024). This trend highlights a growing dependence on supplementary educational 

support to meet academic goals and improve student performance. 

Despite the advantages of private tutoring, it faces several challenges. In traditional schools, large class 

sizes restrict teachers' ability to offer personalized support, leading to inadequate practice and feedback for 

students (Darling-Hammond, 2006; Hattie, 2008). This situation widens disparities among students, 

negatively affecting the self-confidence of those who struggle to keep pace. Schools often prioritize 

enrollment rates and academic performance as measures of teacher effectiveness, which can result in 
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preferential treatment for high-achieving students, intensifying class polarization and increasing pressure 

on students and their families (Blatchford et al., 2011; Popham, 2009; Lareau, 2003). Although private 

tutoring centers can effectively complement traditional education, the fierce competition among centers and 

high student mobility mean that dissatisfied students frequently switch to different providers. 

Given the growing competition among private tutoring centers and the high turnover rate of students, 

it is crucial to understand and improve student satisfaction with tutoring services to ensure the success and 

sustainability of these centers (Bray, 2009).  Preliminary findings suggest that while the center aims to 

provide high-quality tutoring, there is considerable room for improving overall student satisfaction.  

 

Objectives  

The purpose of this study was to investigate the influence of teacher competence, responsiveness, 

empathy, learner-facilitator interaction, and learner-learner interaction, on student satisfaction. To test the 

influence, this study integrates a variety of research theories and previous literature from different 

perspectives to develop a research model. In addition, the research aims to design and implement an 

appropriate Strategic Plan on Competence, Responsiveness, Empathy, Learner-Facilitator Interaction, and 

Learner-Learner Interaction to improve Satisfaction. After the implementation, the differences in 

Competence, Responsiveness, Empathy, Learner-Facilitator Interaction, and Learner-Learner Interaction 

with Satisfaction between the pre- and post-strategic Plan phases were compared. 

 

Literature review  

 1. Satisfaction 

Given that students harbor various expectations regarding their educational encounters, numerous 

scholars conceptualize student satisfaction as a multi-faceted construct (Hanssen & Solvoll, 2015; Jereb et 

al., 2018; Nastasić et al., 2019; Weerasinghe et al., 2017). Satisfaction is the emotional state resulting from 

evaluating the fulfillment of expectations through performance (Arif & Ilyas, 2013). Student satisfaction 

refers to "the importance learners place on their academic experiences within an instructional context" 

(Bolliger & Erichsen, 2013). Various factors influence student satisfaction, such as teacher competence, 

learning environment, communication effectiveness, active educational interaction, and school reputation 

(Wu et al., 2010). In general, student satisfaction is often regarded as a transient sentiment, reflecting 

students' subjective assessments of whether their anticipated educational experiences have been fulfilled or 

surpassed (Elliott & Healy, 2001; Elliott & Shin, 2002). As per Sweeney and Ingram (2001), student 

satisfaction can be described as the enjoyment and achievement students derive from their study 

environment.  

Deeply satisfied students contribute to student loyalty, benefiting higher education institutions in 

various ways. (Paul & Pradhan, 2019; Senior et al., 2017). Exceptional learning experiences and high 

satisfaction levels with provided services are key factors distinguishing one higher education institution 

from its competitors (McLeay et al., 2017). High levels of student satisfaction yield tangible commercial 

benefits. Satisfied students are more likely to stay with their current institutions and recommend them to 

potential future students (Mihanović et al., 2016). Bollinger and Erichsen (2013) found variations in how 

students perceive satisfaction in blended and online courses, influenced by personality types. In a study 

involving 397 students, Eom et al. (2006) identified key factors for student satisfaction with teacher 

interactions, highlighting the importance of regular feedback, active facilitation of learning, and teachers' 

strong subject knowledge. Many educational institutions view their online students as clients, emphasizing 

the significance of their satisfaction for both student retention and recruitment purposes (Emery et al., 

2001). 

 2. Competence 

Teacher professional competence is the ability or competency required to properly perform the duties 

of a teacher (Estiani & Hashanah, 2022). The ability to manage student learning, including student 

understanding, development, and implementation of learning, is referred to as pedagogic teacher 
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competence, and this competence must be possessed by a good teacher (Darminto, 2021). Teacher 

competence refers to the personal characteristics (e.g., knowledge and motivation) of teachers (Fauth et al., 

2019). Teacher competence is the ability of teachers to teach effectively (De-Ketele, 1996). Competence is 

given a broad interpretation as encompassing knowledge, abilities, and attitudes, as these are evidenced in 

action in a particular context (Nordenbo et al., 2008).  

Zhang and Zhang (2021) discovered direct causal links between satisfaction with teaching competence 

and motives for English learning. Additionally, they found that satisfaction indirectly influenced various 

English learning motives. Granero-Gallegos et al. (2020) investigated 758 students across seven Spanish 

public secondary schools and concluded that teaching competence significantly affects handling disruptive 

behaviors and influences students' satisfaction with school. Latip et al. (2020) found that lecturers' 

knowledge, industry expertise, and motivations significantly impact student satisfaction and loyalty in 

Malaysian higher education, emphasizing the importance of maintaining high service quality through 

capable teachers for fostering student loyalty, institutional sustainability, and a positive market reputation. 

Long et al. (2014) assessed 14 competencies with 260 students, finding that factors like subject knowledge, 

presentation clarity, student interaction, teaching creativity, learning outcome clarification, class activities, 

and lecture notes significantly correlated with student satisfaction. The lecturer's subject knowledge was 

identified as the most influential factor. Gee (2018) examined tutor competencies' impact on student 

satisfaction at a Malaysian private higher-learning institution and found a positive correlation between tutor 

competencies and student satisfaction. Iqbal et al. (2019) assessed teachers' competencies based on 

indicators such as subject matter knowledge, presentational skills, interaction with students, and evaluation 

methods and found that a teacher's content knowledge played a significant role in scholars' satisfaction and 

academic performance.  

These studies have led to the following hypothesis:  

H1: The competence of tutoring centers has a significant effect on satisfaction. 

 3. Responsiveness 

Teacher responsiveness can be described as the capacity to offer students emotional support, such as 

comfort and warmth, and to cater to students' unique learning requirements by delivering insightful and 

well-timed pedagogical and organizing assistance (Walker & Hoover-Dempsey, 2015). Responsiveness is 

characterized by how a teacher addresses students' learning requirements, resolves their issues, assists them 

in completing assignments, and enhances their academic achievements (Ahmed et al., 2010). Teaching 

responsiveness, a facet of teaching style, involves demonstrating sensitivity and receptiveness to students' 

demands while displaying warmth for them (Dever & Karabenick, 2011). Based on the cognitive research 

tradition, most of the existing literature emphasizes teachers' responsiveness as centered around the act of 

paying attention to and addressing students' thoughts (e.g., Hutchison & Hammer, 2010; Levin et al., 2009; 

Levin et al., 2012; Thompson et al., 2016). 

Darawong and Sandmaung (2019) examined the effect of service quality on student satisfaction in 

international programs at Thai tertiary institutions, involving 398 students. They found that responsiveness 

had the most significant impact on satisfaction, with empathy and quality of amenities also being crucial 

factors.  Stephen et al. (2019) surveyed 384 students from public and private educational institutions in 

Kota Kinabalu, Sabah. They found that administrative service quality and teaching effectiveness 

significantly contribute to overall student satisfaction. Additionally, aspects like responsiveness, assurance, 

and tangibility greatly influence student satisfaction, while empathy and reliability have less impact. Lien 

(2017) assessed training service quality at a Vietnamese academic institute and its effect on student 

satisfaction. Using the SERVQUAL model, data from 105 respondents were collected via questionnaire 

survey, revealing significant correlations between satisfaction and five key variables (Responsiveness, 

Reliability, Empathy, Tangibles, and Assurance) through linear regression analysis. Ahmed et al. (2014) 

discovered that a supportive environment with high perceived organizational support positively impacted 

teachers at Pakistan's largest public university, enhancing their responsiveness to students' needs, ultimately 

leading to increased student satisfaction and academic performance. Ahmed et al. (2010) found that a 
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teacher's responsiveness positively influences students' satisfaction with both their teachers and academic 

institutions, as students often perceive teachers as primary representatives of the institution. Douglas et al. 

(2008) surveyed 163 UK undergraduate students using the Critical Incident Technique, revealing that 

responsiveness, communication, and visitation significantly impact student satisfaction. Browne et al. 

(1998) determined that an institution's prestige and student satisfaction are influenced by both the 

responsiveness of teachers and the level of satisfaction students have with their instructors.  Ames (1990) 

contends that the results of the learning experience hinge on both the process of learning itself and the very 

quality of the engagement in the learning process, such as the responsiveness of teaching in the context of 

that process. 

 Referring to the aforementioned studies, we can thus conclude the hypothesis:  

 H2: Responsiveness of tutoring centers has a significant effect on satisfaction. 

 4. Empathy 

Empathy refers to being deeply concerned with the thoughts and emotions of others, stepping into their 

shoes, and making an effort to understand their perspective (Stojiljković et al., 2012). Tettegah and 

Anderson (2007) characterized teacher empathy as the ability to effectively engage with students' worries, 

comprehend their issues, and view circumstances through the perspective of the learners. Decety and 

Jackson (2006) define empathy as empathetic trans-personal thinking, which is our aptitude to comprehend 

the feelings of others. Baron-Cohen and Wheelwright (2004) define empathy as understanding and 

responding to others' thoughts and emotions, involving cognitive comprehension and suitable emotional 

reactions. 

Saori et al. (2023) examined the influence of teacher empathy, system quality, and prestige on student 

satisfaction in an Indonesian high school physical education curriculum. Gathering 364 responses through 

an online survey, they observed a significant positive correlation among these factors, all contributing 

significantly to student satisfaction. Fahlevi and Leonita (2022) investigated 239 students enrolled in Binus 

Online Learning. They discovered that factors such as teacher empathy, institutional reputation, and system 

quality, which depend on advanced technology, have a significant impact on student satisfaction. Munoz et 

al. (2022) investigate how professor empathy affects both course-related and non-course-related aspects, 

influencing student perceptions and reducing stress levels. Their findings highlight the significance of 

empathy in boosting student satisfaction, happiness, and resilience. Parahoo et al. (2016) developed a model 

for online tertiary education satisfaction, based on data from 834 students in Mauritius. They identified four 

key factors influencing satisfaction: university reputation, physical facilities quality, faculty empathy, and 

student interactions. RM Hanaysha et al. (2011) discovered a significant positive correlation between the 

five service quality dimensions (empathy, responsiveness, assurance, tangibility, reliability, collectively 

known as SERVQUAL) and student satisfaction, based on the completion of 360 out of 1000 distributed 

surveys. Hasan et al. (2008) studied 200 undergraduate students in two private higher education institutes, 

finding a strong positive correlation between service quality (empathy, responsiveness, tangibility, 

assurance, and reliability) and student satisfaction. Regression analysis highlighted empathy and assurance 

as the most crucial factors influencing student satisfaction. 

 These investigations could lead to the conclusion of the hypothesis:  

 H3: Empathy of tutoring centers has a significant effect on satisfaction. 

 5. Learner-Facilitator Interaction 

In the realm of pedagogy, the concept of interaction, when defined narrowly, aligns closely with how 

interaction is understood in sociology. This typically encompasses various forms of communication 

between individuals, encompassing interactions between students and educators, as well as interactions 

among students (Xu et al., 2024). Learner-facilitator interaction involves both asynchronous exchanges via 

discussion boards and email, as well as synchronous communication through chat and video conferencing, 

according to Anderson (2003), fostering reciprocal communication between students and instructors. 

Interaction pertains to the social objectives and mechanisms involved in interpersonal engagement, 

specifically concerning interactions between students and between students and teachers (Beard & Harper, 
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2002). Daniel and Marquis (1988) narrowly defined interaction as encompassing only those situations in 

which the student engages in two-way communication with another individual or individuals. Learner-

facilitator interaction involves the instructor guiding and motivating the learner, facilitating new insights 

into the subject matter. The instructor also serves as a model of expert knowledge, allowing the learner to 

evaluate their understanding (Moore & Kearsley, 1996). Wagner (1994) provided a detailed definition of 

interaction as "mutual occurrences involving a minimum of two entities and two activities, where they exert 

mutual influence on each other." 

Mohan et al. (2022) found that student-teacher interactions are crucial for enhancing satisfaction in e-

learning. Educators play a pivotal role in steering the learning process, impacting students' overall learning 

experience, and fostering opportunities for peer interaction (Mohan et al., 2022; Qadir et al., 2022). Elfeky 

(2018) suggests that interactions between learners and their tutors significantly improve student scores, 

satisfaction, and higher-level thinking abilities, based on literature reviews. Luo et al. (2017) discovered a 

significant correlation between student-teacher interaction and students' grades. Mentors not only 

encourage participation but also shape online academic debates, fostering higher-level cognitive abilities, 

supported by research by Hesrcu-Kluska (2019) and Hewett et al. (2019). Strong student-teacher interaction 

enhances evaluation quality and promotes greater engagement on online learning platforms, as suggested 

by Taib et al. (2021). Ali and Ahmad (2011) investigated the factors influencing student satisfaction in 

distance learning at a public university in Pakistan. They found that distance learning at this university, 

similar to traditional education, involved sufficient interaction between students and instructors, well-

designed courses, and dedicated instructors. The study highlighted the importance of learner-counselor 

interaction in improving students' learning experience and satisfaction. 

 According to the stated literature reviews, the following hypothesis was formulated:  

 H4: Learner-facilitator interaction in tutoring centers has a significant effect on satisfaction. 

 6. Learner-Learner Interaction 

Learner-learner interaction fosters diverse viewpoints and enhances learning by facilitating exchanges 

among fellow participants in a course (Hesrcu-Kluska, 2019). It involves various activities such as peer 

feedback on assignments, sharing work, and providing feedback to one another (Goh et al., 2017). Student-

student interaction involves dynamic exchanges between students where they actively engage in 

discussions, share thoughts, pose questions, and collectively construct new knowledge (Jeong & Hmelo-

Silver, 2016). Student-student interaction involves information exchange and communication among 

students, with collaborative learning being a significant component that fosters critical thinking skills and 

deeper knowledge acquisition, as emphasized by Anderson (2003). Learner-learner interaction involves 

learners engaging with each other, either individually or in groups, with or without an instructor present. It 

is particularly important for applying and assessing new knowledge, as peers serve as a benchmark for 

understanding (Moore & Kearsley, 1996). Hillman et al. (1994) described student-student and instructor-

student interactions as "educational transactions". 

Wong and Chapman (2023) conducted research with 280 undergraduate students to explore how 

different forms of interactions relate to student satisfaction. Their findings revealed that various dimensions 

of satisfaction were linked to three specific types of interaction: formal student-student, informal student-

student, and student-instructor interactions. Aydin (2021) studied factors influencing satisfaction in online 

education, surveying 208 individuals through online platforms. The research identified four dimensions of 

satisfaction and highlighted the importance of interactions like student-student, student-content, and 

student-instructor interactions in shaping satisfaction with online education. Oyarzun et al. (2018) 

investigated the impact of learner-to-learner interactions on achievement, social presence, and satisfaction 

in online learning across 17 undergraduate courses. Surveys were distributed to both instructors and 

students, assessing social presence and interaction quality. Results showed that higher interaction quality 

correlated with increased social presence of both instructors and students, leading to greater student 

satisfaction. Nasirun et al. (2017) examined student engagement and interactions across content, instructors, 

and peers. By surveying 281 diploma students, they identified a strong connection between student 
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engagement and interactions, with two dimensions of student interactions significantly influencing 

satisfaction. A study found that student interactions, enabling them to share learning experiences and 

communicate with peers, increased feelings of collectivity and motivation for collaborative teamwork. 

These interactions significantly improved learning achievement and overall satisfaction (Sher, 2009). 

Chang and Smith (2008) investigated the connection between students' perceptions of interactions in a 

learner-centered distance education course and their overall satisfaction. Surveying 855 Computer Science 

students at an Iowa public university, they found that personal interactions with instructors and peers, 

engagement with course content, perspectives on Web Course Tools features, and gender were factors 

influencing student satisfaction levels. 

From these supported studies, the following hypothesis has been formulated:  

H5: Learner-learner interaction in tutoring centers has a significant effect on satisfaction. 

 

Conceptual Framework  

The research established its conceptual framework by integrating insights into the findings of previous 

studies.   This framework is grounded in the SERVPERF Model by Parasuraman et al. (1985), the 

SERVQUAL Model by Parasuraman et al. (1988), and Astin's Input-Environment-Output (IEO) Model 

(1993). These models form the basis of the research’s conceptual structure. The pivotal previous studies 

were conducted by Ahmed et al. (2010), Phimmasenh and Nouansavanh (2015), Darawong and Widayati 

(2022), Wang et al. (2023), and Nyathi and Sibanda (2023).  

The developed conceptual framework is depicted in Figure 1. 

Figure 1 Conceptual Framework 

 

According to the conceptual framework, this study puts forward five research hypotheses. Therefore, 

the research hypotheses are outlined as follows: 

H1: Competence has a significant effect on satisfaction. 

H2: Responsiveness has a significant effect on satisfaction. 

H3: Empathy has a significant effect on satisfaction. 

H4: Learner-facilitator interaction has a significant effect on satisfaction. 

H5: Learner-learner interaction has a significant effect on satisfaction. 

 

Methodology  

 1. Research Phases and Analysis 

The research comprised four clear phases. At the outset, a preliminary survey, including a literature 

review and small-scale interviews or questionnaires, was conducted to collect existing data and information 

and to gain initial insights into the issue of student satisfaction at SJTC. Then, a survey was conducted 

Competence 

Responsiveness 

Empathy 

Learner-facilitator 

interaction 

Learner-learner 

interaction 

Student satisfaction 
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among 125 students (n=125) enrolled in private tutoring classes at SJTC, aimed at collecting fundamental 

data for the conceptual framework under development. Following this, the five hypotheses underwent 

rigorous examination through multiple linear regression analysis to ascertain their significance, indicated 

by a p-value of < 0.05. Consequently, hypotheses with sufficient support were upheld, while those failing 

to meet the criterion were discarded. The third stage built upon the validated hypotheses, involving the 

administration of a survey to 30 students to assess the reliability of the questionnaire. The fourth stage 

initiated the implementation of the strategic plan, a research process executed by a group of 30 participants. 

Ultimately, the 30 participants involved in the strategic plan completed a survey, which provided the 

essential pre- and post-survey data for conducting a paired-sample t-test analysis. This analysis revealed 

both similarities and differences between the pre- and post-strategic plan phases. The study's objectives and 

hypotheses were comprehensively scrutinized through this process. 

 2. Research Population 

This thesis focuses its inquiry on students attending grades 10 through 12 within SJTC. Throughout 

the academic year spanning from 2023 to 2024, a cohort of 125 students engaged actively in the study 

within the tutoring center premises. This student body serves as the research population under examination. 

A survey was distributed to the entire group of 125 students, and upon meticulous examination of the 

collected questionnaires, a total of 120 responses were deemed valid for inclusion in the analysis. 

 3. Sample size  

The researcher conducted a random survey of 30 students and assessed the questionnaire's reliability 

through testing. Subsequently, the researcher identified 125 students attending private tutoring classes 

across three subjects at SJTC, securing 120 valid responses. These responses underwent thorough analysis 

using multiple linear regression to explore the connection between independent and dependent variables. 

Finally, the researcher handpicked 30 students to participate in implementing the strategic plan. Pairwise 

analyses were then employed to examine the disparities between the current situation and the expected 

situation. 

 4. Sampling Procedures 

The researcher administered various sampling surveys during the study, with the sampling procedures 

detailed as follows: 

Sampling 1: Sampling for reliability. A simple random sampling method was adopted. 30 students 

were selected from SJTC to complete a survey questionnaire. Their responses were analyzed to determine 

the questionnaire's reliability. 

Sampling 2: Sampling for pre-survey. Targeted Sampling was employed. Using Questionnaire Star, 

the researcher distributed questionnaires to 125 students enrolled in private tutoring for three subjects at 

SJTC. After reviewing the questionnaires, 120 valid responses were confirmed. 

Sampling 3: Sampling for Strategic Plan Implementation. Purposive Sampling was used. Thirty Grade 

12 students from Class 1 at SJTC, all of whom are enrolled in English tutoring, were purposively selected 

to implement the strategic plan, as the preliminary survey results indicated that this class had the lowest 

satisfaction with their tutoring. 

 5. Human Research Ethics 

The researcher conducted the research concerning participants’ rights and anonymity.  All participants 

were informed about the research and allowed to participate, cancel, or refuse to provide data at any time.  

Personal information such as names, IDs, and other identifications were not collected during the study.  All 

of the data were analyzed as groups and not shared with others.  Permission to conduct the research and 

collect data was obtained before the data collection process. 

 6. Design of Questionnaire  

The researchers developed the questionnaire in a three-step process:  

Step 1: Sources for the questionnaire were identified from three published articles (Ahmed et al., 2010; 

Darawong & Widayati, 2022; Nyathi & Sibanda, 2023).  
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Step 2: The questionnaire was tailored to align with the needs and characteristics of Chinese tutoring 

center students.  

Step 3: Validation and reliability testing were conducted on the questionnaire. 

 7. Components of Questionnaire 

The questionnaire is divided into two sections.  

The initial segment is primarily dedicated to capturing the foundational details of the participants, 

encompassing inquiries related to demographics such as gender, grade level, and tutoring subjects. 

Meanwhile, the second section serves as the focal point of the questionnaire, housing all inquiries 

concerning the independent and dependent variables. Within this section, the independent variables under 

investigation encompass Competence, Responsiveness, Empathy, Learner-Facilitator Interaction, and 

Learner-Learner Interaction, while the dependent variable is Satisfaction. This structured approach ensures 

a comprehensive examination of both participant characteristics and the key factors influencing their 

satisfaction levels. 

 8. Strategic plan implementation Stage  

The researcher implemented a 14-week strategic plan starting on December 2, 2023, and concluding 

on March 10, 2024. This plan aimed to enhance student satisfaction by analyzing quantitative data collected 

before and after its execution in a paired fashion. The steps of the strategic plan implementation are depicted 

in Figure 2 

 

 

Figure 2 The strategic plan model finalized 

 

Results  

 1. IOC Results  

The researcher enlisted the evaluation of five experts to individually assess the questionnaire and apply 

the Index of Item-Objective Congruence (IOC). Among them, three were Thai professors, while the 

remaining two hailed from China. During the IOC evaluation, independent experts assigned a score of +1 

for congruence, 0 for questionable alignment, and -1 for incongruence. Notably, all questionnaire items in 

this study scored higher than 0.80, prompting the researcher to retain all items for further analysis. 

 2. Pilot survey and Pilot test results 

Competence 

Responsiveness 
Empathy 
Learner-Facilitator 

Interaction  
Learner-Learner 
Interaction  
 

 Expected Situation Strategic Plan Current Situation 

Phase I- Preparation phase 

1.Perform a Preliminary Study  

2.Define Research Objective 

3.Conduct a Literature Review 

Phase II--Implementation phase 

4.Professional and Emotional 

Intelligence Training 

5.Teacher-Student Forum 

6.Peer Learning Group 

Phase III--Analysis phase 

7.Data Collection and Analysis  

8.Interpretation and Conclusion 

9.Reflection and Evaluation 

 

Competence 

Responsiveness 

Empathy 

Learner-Facilitator 

Interaction  

Learner-Learner 

Interaction  

Students’ 

Satisfaction 

Students’ 

Satisfaction 
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The researcher conducted a pilot survey with 30 randomly selected students, requesting them to 

complete a survey questionnaire and provide feedback. Subsequently, the researcher employed Cronbach's 

Alpha test to assess the internal consistency reliability, with values expected to be equal to or greater than 

0.7 (Nunnally & Bernstein, 1994). As a result, the table below illustrates the confirmed outcomes indicating 

high reliability for each construct. 

 

Table 1 The value of Cronbach’s Alpha of each construct in this study  

Variables No. of items Cronbach's Alpha Strength of association 

Competence 4 .809 Good 

Responsiveness 5 .829 Good 

Empathy 4 .804 Good 

Learner-Facilitator Interaction 3 .850 Good 

Learner-Learner Interaction 3 .849 Good 

Satisfaction 6 .834 Good 

 

 3. Demographic Profile 

The researcher provided an overview of the complete study population (n=120) and also presented 

fundamental data regarding the specific group of students (n=30) involved in the implementation of the 

strategic plan, as depicted in Table 2. 

 

Table 2 Frequency table  

Entire Research Population (n=120) Frequency Percent 

Gender Male 50 41.7 

Female 70 58.3 

Grades Ten 29 24.2 

Eleven 36 30.0 

Twelve 55 45.8 

Subject Maths 44 36.7 

English 39 32.5 

Chinese 37 30.8 

Total  120 100% 

Strategic Plan Participants (n=30) Frequency Percent 

Gender Male 13 43.33 

Female 17 56.67 

Total  30 100% 

Subject English 30 100% 

 

 4. Results of multiple linear regression 

Through multiple linear regression analysis, the researcher discovered that all p-values were below 

0.05, signifying significant effects of the five dimensions of independent variables on the dependent 

variable. The R-squared value stood at 0.924, indicating that the independent variables explained 92.4% of 

the variance in the dependent variable. Moreover, significant values (p < 0.05 and t > 1.98) suggest that all 

independent variables influence satisfaction. Standardized regression coefficients for all five variables 

exceeded 0, indicating a positive correlation between each independent variable and the dependent variable. 

In statistical terms, competence, responsiveness, learner-facilitator interaction, and empathy displayed 

a greater impact on satisfaction compared to learner-learner interaction. Variance inflation factor (VIF) 

values for these dimensions were 4.28, 4.83, 3.08, 4.51, and 2.39, respectively. All values were below 5, 

indicating an absence of multicollinearity among the five independent variables. 

https://so07.tci-thaijo.org/index.php/IJSASR/index
https://doi.org/10.60027/ijsasr.2025.5155


 

International Journal of Sociologies and Anthropologies Science Reviews 

Volume 5 Issue 1: January-February 2025: ISSN 2985-2730 

Website: https://so07.tci-thaijo.org/index.php/IJSASR/index 

 

 

 

 

 

  [42] 
Citation 

 

Jie, H., Phongsatha, S., & Asavisanu, P. (2025). Factors Affecting Student Satisfaction of Tutoring Classes in a 

Private Tutoring Center. International Journal of Sociologies and Anthropologies Science Reviews, 5 (1), 33-50; 

DOI: https://doi.org/10.60027/ijsasr.2025.5155  

 

Table 3 The multiple linear results of the five independent variables on student satisfaction 

Variables 

Standardized 

Coefficients 

βeta 

VIF t P-value R R Square 

Competency .252 4.28 5.268 <0.001 

.961 .924 

Responsiveness  .238 4.83 4.212 <0.001 

Empathy .176 3.08 3.503 <0.001 

Learner-Facilitator 

Interaction 
.197 4.51 4.603 <0.001 

Learner-Learner 

Interaction 
.128 2.39 3.253 .002 

Dependent variable: Satisfaction 

Note: p-value <0.05* 

 

In brief, all five hypotheses (H1, H2, H3, H4, and H5) were upheld. Thus, the hypotheses were 

progressively formulated based on the outcomes of the multiple linear regression analysis. Subsequently, 

the implementation of the strategic plan was examined by the following hypotheses: 

 H6 There is a significant difference in competence between the current situation and the expected 

situation. 

 H7 There is a significant difference in responsiveness between the current situation and the expected 

situation. 

 H8 There is a significant difference in empathy between the current situation and the expected 

situation. 

 H9 There is a significant difference in learner-facilitator interaction between the current situation and 

the expected situation. 

 H10 There is a significant difference in learner-learner interaction between the current situation and 

the expected situation. 

 H11 There is a significant difference in satisfaction between the current situation and the expected 

situation. 

 

 5. Results comparison between the current situation and the expected situation 

Before and after implementing the strategic plan, the same questionnaire was given to the 30 students 

involved in the strategic plan to assess changes in their perceptions of the tutoring classes. Based on the 

questionnaire responses, the researcher conducted a paired samples t-test analysis on all six variables, 

including both independent and dependent, to ascertain differences in student satisfaction between the 

current and anticipated situations, and whether these variances signify enhancements. The table below 

illustrates the results of the paired samples t-test analysis for the six variables. 
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Table 4 Paired-Sample T-Test Results 

Variables Stages Mean SD SE t-value P-value 

Competence Expected situation 4.04 0.405 0.0740  

-26.0 

 

<0.001 Current situation 2.89 0.326 0.0596 

Responsiveness Expected situation 4.04 0.398 0.0727  

-29.3 

 

<0.001 Current situation 2.78 0.312 0.0570 

Empathy Expected situation 4.01 0.386 0.0704  

-22.7 

 

<0.001 Current situation 2.78 0.299 0.0546 

Learner-Facilitator 

Interaction 

Expected situation 3.91 0.446 0.0814  

-18.0 

 

<0.001 Current situation 2.73 0.344 0.0627 

Learner-Learner 

Interaction 

Expected situation 3.91 0.338 0.0618  

-25.2 

 

<0.001 Current situation 2.72 0.340 0.0621 

Satisfaction Expected situation 4.02 0.278 0.0508  

-23.5 

 

<0.001 Current situation 2.88 0.211 0.0384 

 

Table 4 illustrates the outcomes derived from the paired samples t-test analysis for the comparisons 

between the current situation and the expected situation, outlined as follows: 

Table 4 reveals a notable increase in Competence in the expected situation (M=4.04, SD=0.405, 

SE=0.0740) compared to the current situation (M=2.89, SD=0.326, SE=0.0596), with a t-value of -26.0 and 

p-value of less than 0.001. The mean value difference is calculated to be 1.15. Hence, Hypothesis 6, stating 

a significant difference in Competence between the current situation and the expected situation, is 

supported. 

The analysis reveals a notable increase in Responsiveness in the expected situation (M=4.04, 

SD=0.398, SE=0.0727) compared to the current situation (M=2.78, SD=0.312, SE=0.0570), with a t-value 

of -29.3 and p-value of less than 0.001. The mean value difference is calculated to be 1.26. Consequently, 

Hypothesis 7, which posits a significant difference in Responsiveness between the current situation and the 

expected situation, is supported. 

The analysis reveals a considerable increase in Empathy in the expected situation (M=4.01, SD=0.386, 

SE=0.0704) compared to the current situation (M=2.78, SD=0.299, SE=0.0546), with a t-value of -22.7 and 

a p-value of less than 0.001. The mean value difference is calculated to be 1.23. Consequently, Hypothesis 

8, which suggests a significant difference in Empathy between the current situation and the expected 

situation, is supported. 

The analysis reveals a noteworthy increase in Learner-Facilitator Interaction in the expected situation 

(M=3.91, SD=0.446, SE=0.0814) compared to the current situation (M=2.73, SD=0.344, SE=0.0627), with 

a t-value of -18.0 and a p-value of less than 0.001. The mean value difference is calculated to be 1.18. 

Consequently, Hypothesis 9, which suggests a significant difference in Learner-Facilitator Interaction 

between the current situation and the expected situation, is supported. 

The analysis reveals a notable increase in Learner-Learner Interaction in the expected situation 

(M=3.91, SD=0.338, SE=0.0618) compared to the current situation (M=2.72, SD=0.340, SE=0.0621), with 

a t-value of -25.2 and a p-value of less than 0.001. The mean value difference is calculated to be 1.19. 

Consequently, Hypothesis 10, which posits a significant difference in Learner-Learner Interaction between 

the current situation and the expected situation, is supported. 

The analysis reveals a substantial increase in Satisfaction in the expected situation (M=4.02, 

SD=0.278, SE=0.0508) compared to the current situation (M=2.88, SD=0.211, SE=0.0384), with a t-value 

of -23.5 and a p-value of less than 0.001. The mean value difference is calculated to be 1.14. Consequently, 

Hypothesis 11, which suggests a significant difference in Satisfaction between the current situation and the 

expected situation, is supported. 

Drawing from the outcomes of the aforementioned paired samples t-test, the researcher arrived at the 

following conclusions. Firstly, a notable mean difference was observed between the current situation and 
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the expected situation across all six variables. Secondly, it was noted that there was a remarkable increase 

in student satisfaction between the current situation and the expected situation. 

 

Discussion  

Chinese students enroll in private tutoring for diverse reasons, driven by intense academic pressure, 

personalized learning needs, and parental aspirations for competitive advantage. These motivations reflect 

a complex interplay of educational, familial, and personal factors, prompting students to seek additional 

academic support to excel, compensate for curriculum gaps, and deepen subject understanding. 

In China's competitive private tutoring market, centers vie for students through extensive service 

offerings, including academic tutoring, test preparation, and innovative programs targeting various subjects 

and grades. Competition intensifies with technological advancements integrating online platforms and 

interactive tools to enhance learning experiences and reach broader audiences. Centers differentiate 

themselves through marketing, academic excellence, and personalized approaches, leveraging pricing 

strategies to attract and retain students. 

Amid this competition, ensuring student satisfaction in private tutoring becomes crucial. The study 

explores factors such as Competence, Responsiveness, Empathy, Learner-Facilitator Interaction, and 

Learner-Learner Interaction, which influence satisfaction levels. Despite efforts by current centers to 

enhance satisfaction, further empirical research is needed to substantiate these findings and understand the 

dynamics shaping student satisfaction comprehensively. 

 

Conclusion 

This study investigates the impact of Competence, Responsiveness, Empathy, Learner-Facilitator 

Interaction, and Learner-Learner Interaction on student Satisfaction within a private tutoring center. 

Through the utilization of surveys, the research sought to identify and enhance the factors influencing 

student satisfaction. Subsequently, a Strategic Plan was devised and executed to address these areas of 

improvement seamlessly. 

Initially, a SWOT analysis was conducted to assess the current satisfaction levels. Subsequently, initial 

and preliminary interviews were carried out at the private tutoring center, followed by the distribution of 

120 questionnaires. These steps aimed at identifying significant improvement areas in teacher Competence, 

Responsiveness, Empathy, and interactions. As part of the strategic plan's implementation, 30 students 

participated in activities designed to enhance these factors. Post-implementation feedback collected through 

questionnaires confirmed that these initiatives positively influenced student satisfaction. 

The research demonstrated that improving teacher Competence, Responsiveness, Empathy, and 

interactions through targeted strategies significantly boosts student satisfaction. Initiatives like Professional 

and Emotional Intelligence Training, Teacher-Student Forums, and Peer Learning Groups proved effective 

in enhancing the tutoring experience. 

 

Recommendation  

To enhance student satisfaction in private tutoring centers, stakeholders should prioritize strategies 

focused on improving educational experiences. Key recommendations include: 

 1. Strengthen Competence Development Among Tutoring Staff 

Tutoring centers should invest in professional development to enhance tutors' subject mastery, 

instructional techniques, and pedagogical methods. This can be achieved through training sessions, 

mentorship programs, and constructive feedback mechanisms. 

 2. Elevate Responsiveness to Student Needs 

Tutoring centers must prioritize responsiveness by establishing clear communication channels and 

feedback systems. Tutors should be trained in active listening and empathetic communication to better 

address students' unique learning needs. 

 3. Cultivate Empathetic Bonds Between Tutors and Students 

https://so07.tci-thaijo.org/index.php/IJSASR/index
https://doi.org/10.60027/ijsasr.2025.5155


 

International Journal of Sociologies and Anthropologies Science Reviews 

Volume 5 Issue 1: January-February 2025: ISSN 2985-2730 

Website: https://so07.tci-thaijo.org/index.php/IJSASR/index 

 

 

 

 

 

  [45] 
Citation 

 

Jie, H., Phongsatha, S., & Asavisanu, P. (2025). Factors Affecting Student Satisfaction of Tutoring Classes in a 

Private Tutoring Center. International Journal of Sociologies and Anthropologies Science Reviews, 5 (1), 33-50; 

DOI: https://doi.org/10.60027/ijsasr.2025.5155  

 

Empathy is crucial for student satisfaction. Tutors should build supportive, understanding relationships 

with students. Tutoring centers should select and train tutors with strong interpersonal skills and empathy. 

Peer mentoring programs and group activities can foster a sense of community among students. 

 4. Encourage Collaborative Learning Environments 

Enhancing Learner-Facilitator and Learner-Learner Interactions through collaborative learning 

environments is essential. Tutoring sessions should promote group activities, discussions, and peer-to-peer 

learning. Facilitating peer tutoring programs or study groups can foster collaboration and inclusivity, 

improving overall satisfaction. 

In summary, addressing student satisfaction requires comprehensive strategies focusing on 

competence, responsiveness, empathy, and collaboration. Implementing these recommendations can create 

a nurturing, interactive educational atmosphere, boosting both satisfaction and academic achievement. 
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