Table A1: Measurement items
	Construct 
	Items
	Source

	Tangibility in HEI services
	TN1
	The university provides facilities that can be used to develop students’ interest and talents (sports facility, students activities club, etc.).
	Datta and Vardhan (2017),
Hasan et al. (2008),
Bwachele et al. (2023),
Pedro et al. (2018)

	
	TN2
	The layout of the classrooms is convenient.
	

	
	TN3
	The appearance of the building and grounds is neat and clean.
	

	
	TN4
	The library resources meet my academic needs and are up-to-date.
	

	
	TN5
	Classroom technology (e.g. projectors, audio-visual equipment) is up-to-date and functional.
	

	Assurance in HEI services
	AS1
	The university staff are friendly and courteous.
	Hasan et al. (2008)

	
	AS2
	The lecturers are friendly and courteous.
	

	
	AS3
	I feel secure at my university.
	

	
	AS4
	The university staff at my university provide adequate support to the student during their academic journey.
	

	
	AS5
	The university Staff actively addresses students' concerns and problems.
	

	Reliability in HEI services
	RE1
	The university consistently delivers the education it promises.
	Datta and Vardhan (2017), Hasan et al. (2008)

	
	RE2
	The services provided by this university are performed correctly the first time.
	

	
	RE3
	The university maintains accurate records of student information and academic progress.
	

	
	RE4
	The lecturers at this university demonstrate a high level of proficiency in teaching.
	

	
	RE5
	Lecturers actively show their concern and dedication to solving student problems.
	

	Responsiveness in HEI services
	RP1
	University personnel are readily available to assist students.
	Hasan et al. (2008)

	
	RP2
	My university informs students about the expected completion times for requested services.
	

	
	RP3
	The university consistently provides students with prompt service.
	

	
	RP4
	The teaching faculty promptly responds to all student queries and concerns.
	

	
	RP5
	Important announcements are promptly communicated to students.
	

	Empathy in HEI services
	EM1
	The staff demonstrates an understanding of the specific needs of the students.
	Datta and Vardhan (2017), Hasan et al. (2008),
Bwachele (2023)

	
	EM2
	The best interests of The students are prioritised by the university staff.
	

	
	EM3
	Administrative personnel provide individualised student attention, going above and beyond when necessary.
	

	
	EM4
	Lecturers effectively motivate and encourage students in their academic pursuits.
	

	
	EM5
	University personnel are easily accessible to students through various channels such as email, phone, WhatsApp, etc.
	

	Student satisfaction with HEI services
	SS1
	I am satisfied with my decision to attend this University.
	Hasan et al. (2008)


	
	[bookmark: _GoBack]SS2
	If I have a choice, I will recommend the university to my friends
	

	
	SS3
	I am satisfied with the student services provided by the university.
	

	
	SS4
	I am happy with my experience as a student at my university.
	

	
	SS5
	Overall, I am satisfied with the service performance.
	

	Student retention in HEIs 
	SR1
	I intend to continue my studies at this university.
	Eresia-Eke et al. (2020)


	
	SR2
	I am confident that this is the right university for me.
	

	
	SR3
	I have never considered stopping my studies at this college and transferring to another university.
	

	
	SR4
	If I had a choice to study again, I would still enrol in this University for further studies.
	

	
	SR5
	The academic programmes offered at this university align with my career goals and aspirations.
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