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When prospective students decide to register at a university, their first encounter

with university life will be the Registration Department. Should the process be

inefficient without much regard for the personal wellbeing of the prospective

student, it will leave a lasting impression on the student, and more often than not

serve as an indication of the manner in which he or she would be treated in the

future at the university.

With the need for the Cape Peninsula University of Technology to attract top

grade students, the institution needs to improve their registration process. This

study attempts to measure students and staff attitudes and perception of the

registration process, explore the different processes involved during registration

and application, and investigate the different technologies available to improve

these processes.

This research attempts furthermore to determine what processes could be put into

place to assure that Academics and the Administration Department works together

to achieve a mutually beneficial database that could be used to the benefit of the

students and the institution alike. This database should be accessed from any

computer on the different campuses and be user friendly, to maximise the

efficiency and throughput.
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The research was mooted due to the fact that at any tertiary institution, it should

be mandatory that the office of institutional research should playa major role in

successful enrolment management efforts. Tbe more enrolment management

professionals know about tbe characteristics, attitudes, and values of prospective

students, the better able they are to design effective recruitment and orientation

programs. Persistence studies conducted by institutional researchers can inform

strategies to enhance the success of first-year students, and institutional research

professionals can examine the impact of various forms of student financial

assistance upon matriculation decisions and the academic success. A strong

institutional function is a critical element of a sound enrolment management

effort.
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CHAPTER 1: SCOPE OF THE RESEARCH

1.1 INTRODUCTION AND BACKGROUND

The Integrated Tertiary Software (ITS) database system, is a sub-system of the

total registration process at the Cape Peninsula University of Technology (CPUT).

Although the total registration process has a number of sub-systems feeding into

it, previous research on the issue (Arderne, 2004) retumed that, " ... some of the

suggestions regarding improving the registration process at the Technikon from

the students doing the survey included: I prefer Internet registration.; the process at

registration is too long; in my opinion the Internet (to register) might be better;

computerize the whole system". These observations have highlighted the ITS as a

high priority sub-system for improvement. The reason why the ITS is viewed as a

high priority sub-system, is due to the fact that the ITS database links almost

every facet of the institution to the registration process.

Currently, there are two lTS databases as a result of a merger by the two former

Technikons - Peninsula Technikon and Cape Technikon - into the single Cape

Peninsula University of Tcchnology (CPUT). This in itself introduces its own

problems as a result of different registration processes which were followed at the

former distant campus. The databases from the two institutions have since been

merged, resulting in duplicate codes for students, departments and subjects being

evident. This causes errors, and unnecessary confusion, and frustration.

Most academic programmes at the institution have their own specific prerequisites

(subject, test scores, and/or grade levels that must be completed before taking a

specific course, i.e. the student would need to have passed Mathematics 01 to be

allowed to do Mathematics 02, co-requisites (a condition about what subject a

student is required to take simultaneously in order to enrol for another subject),

timetables and subject choices. These details are documented at the various

academic departments, but not on the ITS database. As a result, when staff

accesses the database to register students, they do not have all the required

information that hould be on the database, and end up not doing a complete



registration of the students. This then forces students to fill out amendment forms

at a later stage, resulting in the absence of the first couple of classes, which also

extends the registration process into teaching time.

When registering students, their data would either be entered onto the ITS

database or, if previously registered, called up from the database. Firstly, when

entering this data, students stand in long queues resulting in frustration not only

for students, but also for staff. Secondly, when accessing the data, more often than

not the data which was previously amended do not reflect on the system. This

could be as a result of a number of issues such as duplicate databases, updates not

functioning properly, 'bugs' in the system or operators not performing the

necessary tasks properly. Part of the proposed research will be to ascertain why

these discrepancies are present, and how they can be overcome as well as to

investigate how such changes will improve the quality of the registration process

at CPUT. Once the database is set up correctly and procedures are implemented

about the correct usage of the database, students would then be able to access

information at any computer terminal, do what is required, with staff able to

access the same data, causing less delays and mistakes, resulting in shorter queues

and less frustration.

Some departments at CPUT have developed their own database programs to help

slot students into the various subject elasses in their various study programs.

While this approach seemingly works well for some departments, it poses a threat

to an integrated system. These same departments require students to participate in

a departmental registration process, and then repeat the process during the

institutional registration process, where students are required to once again stand

in long queues waiting for administrative staff to enter subject choices onto a

database yet again.

One of the alms of this study is to investigate how such duplication can be

avoided by better utilising the ITS as a sub-system of the registration process, and

how this in turn should not only improve the registration process for the students,

but also for the staff and the institution as a whole.
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1.2 THE RESEARCH PROCESS

Remenyi, Williams, Money and Swartz (2002:64-65), explain the research

process as consisting of eight specific phases, namely:

~ Reviewing the literature.

);> Formalising a research question.

);> Establishing the methodology.

);> Collecting evidence.

);> Analysing the evidence.

> Developing conclusions.

);> Understanding the limitations of the research.

:;;. Producing management guidel ines or recommendations.

According to Collis and Hussey (2003: 15), there are six fundamental stages in the

research process, namely:

>- The identification of the research topic.

» Definition of the research problem.

;..... Determining how the research is going to be conducted.

y Collection of the research data.

~ Analysis and interpretation of the research data.

;..... Writing up of the dissertation or thesis.

The following process will be followed in this research study:

).- The identification of the research topic.

r Reviewing the literature.

).- Formalising a research question.

;..... Establishing the methodology.

);> Determining how the research is going to be conducted.

).> Collecting evidence.

);> Analysing the evidence.

);> Developing conclusions.

3



1.3 BACKGROUND TO THE RESEARCH PROBLEM

A previous study (Arderne, 2004), has shown that the registration process at

CPUT is problematic and causes great frustration for students and staff. The main

objective of this research study is to improve the quality of the registration

process at CPUT, with special reference to the role of the ITS system. There are a

number of secondary objectives flowing from the overall objective of this

research, namely:

~ Students must be able to register online from any computer that is connected

to the Intemet.

y Web interface must be designed to allow for online registration and

applications.

~ Students must be able to pay for registration and application, using the same

web interface.

).> Students must be able to do course applications from any computer that is

connected to the Internet.

r Students 111Llst be able to check what their outstanding balance is from any

computer that is connected to the Internet.

~ Students must be able to check prerequisites and co requisites for the

subjects that they wish to do from any computer that is connected to the

Intcrnct.

y Students must be able to check their examination and progressive marks on

any computer that is connected to the Internet.

y Students should not have to spend more time than what IS absolutely

necessary to register at CPUT.

r Queues for registration must be shortened, (only students with special cases

should have to stand in queues).

).> Students should not need to walk from building to building to register.

~ Single, updated and clean database must be created.

~ Academic, Information and Communication Technology (lCTS),

registration, finance and examination departments should work together

continuously to improve the registration process.

~ A documented procedure of how to use the ITS system, should be created

4



~ When changes are made to the lTS system, change control forms must be

filled out, so as to inform all concemed about the change.

1.4. RESEARCH PROBLEM STATEMENT

Against the above background, the research problem for this dissertation reads as

follows: "The poor quality of the registration process for students at the Cape

Peninsula University of Technology, adversely impact on the organisations'

effi eien cy".

1.5. THE RESEARCH QUESTION

The research question to be researched within the ambit of this dissertation, reads

as follows: "How can the registration process at the CPUT be automated to the

extent that online facilities would be available to students, which would improve

the adverse current inefficient processes?"

1.5.J Investigative questions

In support of the research question, the following investigative questions will be

researched:

).- How can online registration mitigate the quality issues associated with the

registration process of students?

>- Should the current database be setup for staff and students to capture data

and do queries?

'r How can a single, clean and updated database be created as opposed to

merging the current databases?

).> How can the Academic, Information and Communication Technology

(ICTS), Registration, Finance and Examination departments work together

to continuously improve the registration process?

5



1.6. THE RESEARCH DESIGN AND METHODOLOGY

Case study research will f0n11 the primary research method for this study. Falling

primarily within the phenomenological (qualitative) paradigm, case study research

can be equally applied within context of the positivistic (qualitative) paradigm.

According to Yin (2003: 19), research design can be defined as, " ... the logical

sequence that connects the empirical data to a study's initial research question and

ultimately, to its conclusions. Colloquially, a research design is an action plan

from getting from here to there, where here may be defined as the initial set of

questions to be answered, and there is some set of conclusions .(answers) about

these questions". Some of the more salient aspects of case study research

described by Yin are listed below for ease of reference:

>- A case study is an empirical enquiry that investigates a contemporary

phenomenon within its real-life context, especially when the boundaries

between phenomenon and context are not clearly evident.

}.> Case study research aims not only to explore certain phenomena, but also to

understand them in a particular context.

)..- 'How' and 'why' questions are explanatory, and likely to be used in case

study research.

r: A case study illuminates a decision or set of decisions - why they were

taken, how they were implemented, and with what result.

" The case study as a research strategy comprises an all-encompassing

method - with the logic of design incorporating specific approaches to data

collection and data analysis. In this sense, the case study is not either a data

collection tactic or merely a design feature alone, but 'a comprehensive

research strategy'.

'y Case study research uses multiple methods for collecting data, which may

be both qualitative and quantitative.

'y A case study i typically used when contextual conditions are the subject of

research.

According to Collis and Hussey (2003:66), case studies are often described as

exploratory research used in areas where there are few theories or a deficient body

of knowledge. In addition, the following types of case tudies can be identified:

6



~ Descriptive case studies: Where the objective is restricted to describing

current practice.

~ Illustrative case studies: Where the research attempts to illustrate new and

possibly innovative practices adopted by particular companies.

~ Experimental case studies: Where the research examines the difficulties in

implementing new procedures and techniques in an organization and

evaluating the benefits.

~ Explanatory case studies: Where existing theory is used to understand and

explain what is happening.

The research will attempt to be illustrative in nature, attempting to formulate

strategies, which can be used as a framework to improve process efficiency at

CPUT.

Yin (2003 :20-27), emphasises the following five components of a research

design, which are especially important for case studies:

"r Study questions: The case study is most likely to be appropriate for 'how'

and 'why' questions, which calls for the initial task being to clarify precisely

the nature oftbe study questions.

~ Study propositions: A study proposition directs the attention to something

that should be examined within the scope of the study. For greater clarity,

the proposition points to the, 'reason for the study'.

r: Unit of analysis: Should the case study involve a specific person being

studied, say a person representing a specific diversity case, the individual

being studied is the primary unit of analysis. The tentative definition of the

unit of analysis is related to the way in which the initial research questions

were formulated.

;.... Linking data to propositions: A number of ways are open to students to

link data to propositions. An approach suggested by Yin is that of 'pattem

matching', whereby several pieces of information from the same case may

be related to some theoretical proposition.

~ Criteria for interpreting fïndings: If the different 'patterns' are

sufficiently contrasting, the findings can be interpreted in terms of

comparing at least two rival propositions.

7



1.6.1. The survey design and methodology

The survey design and methodology is elaborated upon within the ambit of

Chapter 4. Primary data will be collected via two sources, namely:

);;> A survey using questionnaires: The concept of 'survey" is defined by

Remenyi et al. (2002:290) as, " ... the collection of a large quantity of

evidence usually numeric, or evidence that will be converted to numbers,

normally by means of a questionnaire". A questionnaire is a list of carefully

structured questions, chosen after considerable testing with a view to elicit

reliable responses from a chosen sample. The aim is to establish what a

selected group of participants do, think or feel. A positivistic approach

suggests structured 'closed' questions, while a phenomenological approach

suggests unstructured 'open-ended' questions.

» Interviews: According to Cooper & Schindler, (2006:204, 208, 210-211),

three types of interviews are identifiable:

» Unstructured interview: No specific questions or order of topics to

be addressed, with each interview customised to each participant.

» Semi- structured interview: Generally starts with a few specific

questions, which is then followed using the individual's tangents of

thought with interviewer probes.

r Structured interview: Similar to a questionnaire to guide the question

order and the specific way the questions are asked, but the questions

generally remain open-ended.

In this research study, unstructured interviews will be conducted.

1.7. RESEARCH ASSUMI)TIONS

The researcher assumes that:

» The Cape Peninsula University of Technology student database will not be

made available to the researcher.

).> The Cape Peninsula University of Tec11J10Jogy IT database staff would not

avail themselves to assist in the study.

8



~ A conceptual model serving as an approach to the improvement of the

registration processes at the Cape Peninsula University of Technology

would serve as a basis for a user requirement specification. This approach

would serve as an altemative to a coded program, which is not incumbent of

the business requirement functional specifications of the university, is costly

to develop and test, and would serve no purpose to the benefit of the

university.

1.8. RESEARCH CONSTRAINTS

1.8.1 Limitations

The case tudy is conducted at the Cape Peninsula University of Technology and

may not be suitable to other higher tertiary institutions requirements.

The degree of confidentiality provided in the questionnaires will influence the

degree of openness and willingness to provide accurate information, as well as the

quantity and quality of information.

Non-co-operation could be caused by one of the following:

r Failure to realize the value of participation or the value of the research.

;,. Fear or resistance against interviews or questionnaires due to personal

reasons.

;,. Sensitive issues related to the topic that may be embarrassing or intrusive.

I'" Insufficient knowledge or exposure to the topic of concern.

I'" Incorrect interpretation of questions.

1.8.2 Delimit ations

The scope of the research will be limited to interviews and questionnaires in Cape

Peninsula University of Technology, UNISA, University of Johannesburg and

Rhodes University.
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1.9. CHAPTER AND CONTEXT ANALYSIS

The following chapter and content analysis will pertain to this research study:

);. Chapter 1 - Scope of the research: Provides a holistic background to the

proposed research to be conducted within the ambit of this dissertation.

);. Chapter 2 - A holistic perspective of the research environment: In this

chapter, the registration process currently applicable at the Cape Peninsula

University of Technology are elaborated upon in detail.

> Chapter 3 - Streamlining the registration process and influencing

factors - A literature review: In this chapter, a literature review will be

conducted on the concept of process management

>- Chapter 4 - Student and employee registration survey design and

methodology: In this chapter, the research design and methodology will be

elaborated upon, for data collection and analysis of results.

)..- Chapter 5 - Interpretation of data and analysis of results: In this

chapter, the statistical analysis of the results gleaned from Chapter 4 will be

analysed and interpreted.

)..- Chapter 6 - Conclusion and Recommendations: In this chapter, the

research will be concluded and final analogies drawn. The chapter will

include recommendations, which will mitigate the research problem and

provide an answer to the research question.

1.10. KEY RESEARCH OBJECTIVES

The key research objectives with this research study are:

).> To identify key inhibitors to the current registration process within Cape

Peninsula University of Technology.

>- To determine the extent of the frustration caused as a result of ineffective

registration processes.

).> To determine whether the registration process currently employed within the

ambit of the Cape Peninsula University of Technology can be improved

upon, through the creation of a conceptual model.
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1.11. SIGNIFICANCE OF THE PROPOSED RESEARCH

The significance of this research stems from the fact that:

>- This research is the first research executed on registration processes within

the Cape Peninsula University of Technology.

>- Should the recommendations made in this dissertation be acceptable, it

would promote process efficiency pertaining to registration within the Cape

Peninsula University of Technology.

].12. ETHICAL CONSIDERATIONS

In the context of research, according to Saunders, Lewis and Thomhill,

(2000: 130), " ... ethics refers to the appropriateness of your behaviour in relation to

the rights of those who become the subject of your work, or are affected by it".

Most ethical issues in research fall into one of four categories namely, protection

from l1ar111, informed consent, right to privacy, and honesty with professional

colleagues (Leedy & Ormrod, 200 I: 107-] 08):

:,. Protection from harm: In cases where the nature of a study involves

creating a small amount of psychological discomfort, participants should

know about it ahead of time, and any necessary debriefing or counselling

should follow immediately after their participation.

;...- lnfor mcd consent: Participants should in advance be told about the nature

of the study to be conducted, and be given the choice of either participating

or not participating. Furthermore, they should be given the right to

withdraw from the study at any time, as participation in a study should be

strictly voluntary. An informed consent form that describe the nature of

research as well as the nature of the required participation will be presented

to participants of this research study. Such a f0l111 should according to

Leedy and Orrnrod (200 I: I08) contain the following information:

'r A brief description of the nature of the study.

);> A description of what participation will involve in terms of activities

and duration.

)..> A statement indicating that participation IS voluntary and can be

terminated at any time without penalty.
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~ A list of potential risk and/or discomfort that participants may

encounter.

~ The guarantee that all responses will remain confidential and

anonymous.

~ The researcher's name, plus information about how the researcher can

be contacted.

> An individual or office that participants can contact, should they have

questions or concerns about the study.

~ An offer to provide detailed information about the study (e.g., a

summary offindings) upon its completion.

> A place for participants to sign and date the consent form, indicating

agreement to participate,

:,... Right to privacy: Any research study should respect participants' right to

privacy. In general, a researcher must keep the nature and quality of

participants' performance strictly confidential.

:,;. Honesty with professional colleagues: Researchers must report their

findings in a complete and honest fashion, without misrepresenting what

they have done or intentionally misleading others as to the nature of their

findings. Under no circumstances should a researcher fabricate data to

support a particular conclusion, no matter how seemingly 'noble' that

conclusion may be.

1.13. CONCLUSION

In this chapter a holistic perspective has been provided of the issues pertaining to

the proposed research. The research process was explained, the research problem

and associated research question was formulated. Furthermore, the research

design and methodology was elaborated upon and the chapter concluded with a

chapter and content analysis and key research objectives listed.

In Chapter 2, a holistic perspective will be provided on the re earch environment.
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CHAPTER 2: A HOLISTIC PERSPECTIVE OF THE

RESEARCH ENVIRONMENT

2.1. INTRODUCTION

The current application and registration process at CPUT has initially been

designed to cater for a small intake of students. One of the primary issues when

registering a large number of students, are the queues that form as a result of

bottlenecks. This creates frustration for the staff at the institution, the students

registering, parents that come with new students and tlie security personnel

employed to assist with crowd control.

The reason these unacceptably long queues form is because all the processes are

performed manually by personnel who are assigned preselibed tasks. The question

must be asked, "if the employment of more personnel to assist with registration,

would not mitigate the problem?" During the peak student intake periods, the

institution has employed more personnel in the form of student assistants,

however while this has alleviated the problem to some extent, the issues remain.

When following the registration process that takes place, one can immediately

identify a number of possible solutions, however the obvious solutions highlight a

furthermore complex problem vested in the Integrated Tertiary Software (ITS)

database deployed at the university.

Almost every facet of registration 1S linked to the ITS database. When

investigating the possibilities of improving the registration process, thereby

shorting the queues, the researcher evaluated the use of the Internet in the

Computer Centre for the registration process. If students could register on the

Internet, it would result in fewer students having to stand 111 queues for

registration purposes. Furthermore, it would allow students with uncommon

problems and queries to be assisted by the personnel in Jess time.

The following issues impact adversely on the lTS database, namely:

» Co requisites and prerequisites are not updated on a regular basis.

>- Incorrect data exist on the database.
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~ Academic departments have secondary databases, as they do not have

pennission to use the main ITS database.

>- The merge of the two databases of the Technikons have not been finalised.

>- Software has not been bought or written to allow for registration to take

place on the Internet.

>- Personnel have not been taught to use this software.

>- A cultural change needs to take place so that personnel would know that the

institution would benefit by trying to improve the service, which is being

provided to the students during registration.

The reader's attention IS drawn to the fact that the detail registration process

which will be elaborated upon below is specifically included in this chapter, as it

not only focuses the research, but also f0l111s the core of the research problem in

this dissertation.

2.2. TWO PROCESSES

The entire process for entrance to the institution encompasses two main events.

The first event pertains to the application process, while the second event deals

with the registration process should the application process be successful. For ease

of reference, these events are graphically depicted in Figure 2.1, starting from

when a tudent applies for entrance to the institution until that student has been

successfully registered for a particular programme.

I§I' '.',,'"
1''''' r

I
I

I I_.----_.-._-_._.-.-._._._._._-_._._.. ~._._._._._.-._._._._._.~

Figure 2.1: Ilolistic perspective of tile application and registration process at CPUT
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In the rest of the chapter the researcher will attempt to explain in detail the

complete process, first focusing on the application process, all the events that

occurs in that process, and then explain the registration process, in particular on

the days that were set aside for student enrolment.

2.3. THE APPLICATION PROCESS

The application process is set in motion when a student wishes to register for a

course at the university for the first time or wish to reapply for a study programme

and have not studied at the university the preceding year. This process IS

graphically depicted in Figure 2.2, reflecting the process of student registration.

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'
j Student Application Process j

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'_'_'_'_'I
Institutional Application Process i

Figure 2.2: I Iolisiic perspective of the application process at CPUT

The first phase of the process focuses on the student activities in obtaining and

completing the 1'on11and then sending it to the institution. The next phase explains

the process used by the institution, from receiving the application in the post untiJ

the registration department advises the student if he/she was successful or not.
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2.3.1.0btaining the application form

The first step for a student, who wishes to study at the institution, is to complete

an application form. This application form amongst others, indicates the

programme or course the student wishes to follow. This dispensation also applies

to students who have completed a programme and wish to further their studies or

wish to change from one programme to another. There are basically three methods

of obtaining a blank application form, namely:

~ The registration department post the application form after the prospective

student has requested it via telephone.

)..- Going to the registration desk and requesting an application form.

> Downloading the application f0l111from the institutional website.

The above is graphically depicted under the student application process in Figure

2.3, the shaded areas indicating the relative positioning of the step in the process.

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'
i Student Application Process i
I

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'_'_'_'_'I
i Institutional Application Process i. .

i,

Figure 2.3: Obtaining application forms

Once the student is in possession of the application form, it has to be filed out.
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2.3.2. Filling out the application form

When the prospective student is in the possession of the application form, the

applicant would need to make certain decisions while completing the form. The

relative positioning of this step is depicted in Figure 2.4 by the shaded area.

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'
i Student Application Process i. .
I I. .
I

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'_'-'-'-l
i Institutional Application Process i. .
I I. .
I

Figure 2.4: Filling out of the application forms

One of the decisions the applicant must make, is on which campus he or she

would like to attend classes, Bellville or Cape Town. This is important, because

sonic programmes are offered on both campuses and some are not. This will

impact on the applicant's next decision, which will be what programme they wish

to pursue. The applicant must then choose if they wish to register for full-time

study, or part- time study.

Included on the application form is a section for hostel accommodation, which the

applicant may fill out should he or she require hostel accommodation. This

application with all the supporting documents must then be posted to the

institution. The documentation would include a certified copy of their

Identification Document, certified copy of their Grade 12 certificate if they are in
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possession of the document already or a copy of their Grade 11 results and the

latest Grade 12 results. Should the applicant have studied at another higher

educational institution, a certified copy of their highest completed qualification

attained and certificate of good conduct is required.

A checklist is sent with the application form so that for the applicant could ensure

that everything which should accompany the application form is attached. A

checklist is not available on the Internet for downloading, which creates a

problem in particular if the checklist was not included with the application.

2.3.3. Payment process for application

After completing the application form, the applicant needs to ensure that the form

gets to the institution and payment is made for the application process. This

process is graphically depicted in Figure 2.5 and the relative positioning of the

stcp indicated by the shaded area.

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'
i Student Application Process .

r'-'-'-'_'_'_'_'_'_'_'_'_'_'_'_'_'_'_"
Institutional Application Process i

I

~._._._._._._._._._._._._._._4 . .~._._._._._._._._._._._._._.-._._._._.I

Figure 2.5: Payment and postage of application forms

Applicants have the choice to return their application forms to the institution via

post, however they hould ensure that their payment is included. This payment

18



may be done by either postal cheque, cheque or a proof of monies that have been

transferred to the institutions bank account. For security reasons, the institution do

not want to receive cash in the post, however some students still send cash with

the application form.

This dispensation calls for an extensive monitoring process to be in place in the

Post, Finance and the Cashiers Department, which is very time consuming. The

other method of paying for the application fee is for the student to go to the

institution and pay the monies directly to the Cashiers Department in the

Administration building, where more often than not result 1n long queues being

formed.

2.3.4. Receiving of applications at CPUT Mail Department

Once the Mail Depaliment has received the application forms, two of its

personnel are required to be present when opening applications sent by post. This

is done because cash monies are invariably included calling for them to check that

the correct amount of money is in the envelope. A designated person ticks off

against a list of student names that will indicate the application form and the type

of payment received in the post. Jf cash is received, they will pay it into the

Cashiers Office who will then sign against the list to verify that the cash has been

paid to the institutions. All the application forms will then be sent to the

Registration Department. This step in the application process is reflected in Figure

2.6 by the shaded area. If applicants have paid for the application process directly

at the Cashiers department, the application form is taken by the student directly

with proof of payment, to the Registration Department.
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Figure 2.6: The Mail and Cashiers Department

2.3.5. Registration Department

The Rcgi tration Depaliment receives application forms from the Mail

Department, and from students whom have paid their money in at the Cashiers

Department. In spite of the fact that a cut-off date applies for applications, more

often than not, it arrives late.

Arter the receiving the application forms, the Registration Depaliment follows the

process as depicted in Figure 2.7. The first step is to manually sort the application

forms into the first choice of programme that the applicant wishes to study for. At

this stage, an applicant will be issued a tudent number if it is the first time they

apply to the institution. Returning students, will use their old or existing student

number. Staff then compiles an electronic list of the applicants, which is then

printed and sent with the application forms to the relevant academic departments

for scrutiny. At this point, the second choice of programme is not considered.
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Figure 2.7: The Registration Department in the application process

As a result of students not adhering to the deadline, this process could continue

for a considerable time after the cut off date. The consequence of this is that all

departments involved with the application process, will on a continued basis be

busy with the application process.

2.3_6_ Academic Departments

Once the Academic Department receives the application form from the

Registration Department, the Head of Department (HOD) or a designated Senior

Lecturer will go through each application to determine if the applicant has the

required pre-requisites to attend the programme. It will then be decided if the

application is approved, rejected or provisionally approved depending on

information still required by the applicant such as a Grade 12 Certificate. In this

respect, refer to the selection proces graphically depicted in Figure 2.8, the

shaded areas reflecting the process. The HOD will then sign these applications off

and return it to the Registration Department.
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Figure 2_8: Academic Departments selecting students

Certain Academic Departments invariably at this stage record students details in

terms of acceptance or rejection on their own database while going through the

application forms. The Academic Departments do this so that they could forecast

the student numbers for the following year, and thereby structure the resources

needed for the students like the size of the classroom and material to be bought in

preparation for classes. This database is not part of the main database of the

institution, and as a result they have to exercise care that the two databases will

conniet with student totals.

2.3.7. Return to Registration Department

At this stage, the applications that where rejected by the 'first choice' Academic

Department, will then be forwarded to the 'second choice' Academic Department.

This 'second choice' Academic Department will go through the process of

accepting and rejecting again, before returning the application form to the

Registration Department.
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The applicants that have been approved or provisionally approved would then be

informed via post that they have been successful, and when to register at the

particular department.

The Registration Department then compiles a list of prospective students that have

been successful in their applications to the institution, and sends registration forms

of the students to the respective Academic Departments in preparation for

registration.

2.4 THE REGISTRATION PROCESS

The registration process is embarked upon when a student who has successfully

completed the application process, received a student number and has been

accepted on a programme. Such students then have to register for that particular

programme. The registration process is graphically depicted in Figure 2.9. It is of

importance to note that in line with the established methodology followed at

CPUT, the figures depicting the registration process are annotated in terms of the

'steps' followed in the process with the legend, 'Points'.
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Figure 2.9: llolistic perspective of the registration process at CPUT
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The reader's attention is drawn to the fact that the graphical process depicted in

Figure 2.9, represents the process from when a student arrives at the institution to

register, until the student has completed the registration process and is ready to

attend lectures.

2.4.1. Point one (Academic Department Registration)

This is the first port of call for the student who wishes to register. The student

would normally arrive at the Administration building where he or she would be

directed to the Academic Department designated by the' selection process for

enrolment. It is customary for academics from the designated Academic

Department to register the students for the different programmes. Some of these

buildings are far from the IT centre and students, more often than not

accompanied by their parents must walk to these building to start the registration

process. These students and parents more often than not would be subjected to the

adverse conditions of the Cape weather, could easily end up standing in extreme

conditions waiting in long queues to be assisted. Some Academic Departments

have opted to use the IT centre to do this part of the registration for the very

reason due to the number of students being processed, and the long queues outside

of the building. This section of the registration process is graphically depicted in

Figure 2.] 0, with 'point one' in the process shaded for ease of reference.
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Figure 2.10: Point 1 Academic Department registration

At this point students that have been accepted or provisionally accepted will

receive their registration form from a staff member in the Academic Department.

This would have been printed and sent onward by the Registration Department via

the Faculty Office. Here, each student registering would need to be interviewed by

a lecturer assigned to a computer to assist the student in the choice of subjects.

Once this has been executed, the student would be place into a class group and be

presented with a timetable for his/her classes. It should also be possible to present

the student with an exam timetable at this point. The fact that lecturers do this

part of the registration process on a computer transposes into the fact that they

have created their own database to assist with timetabling and resource

management, Again, the reader's attention is drawn to the fact that this database is

not the same as the main database used by the institution.

Returning students, namely those that are doing second year, second semester,

completing their diploma or BTech students, would also need to be interviewed

by the lecturers as some of these students would have invariably failed a subject

and they would need to check time tables for classes with other subjects being
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presented. Checks will have to be done to ascertain if they have all the pre-

requisites and co-requisites to enable them to execute their choice of subjects.

Returning students who have not studied at the university the previous year,

would not have a registration form printed for them. They would need to get a

letter from the Academic Depruiment requesting that the Registration Department

print a form for them. They then would have to re-enter the IT Centre or

Registration Department, stand in a queue to have it printed, retum to the

Academic Department, and once again stand in the queue so that the lecturer

assisting the students can choose their subjects and sign the tegistration form.

In addition to the creation of 'own databases', more often than not Academic

Departments will also create their own database to keep control or track of the

number of students entering into a programme or maintain a file of students

results. This is as arcsult of not being allowed to use the ITS to do checks, and the

ITS not being setup to facilitate this kind of entry or queries. When this occurs,

the University ends up having a number of smaller databases that do not map to

each other. This would be alleviated if the University would use one database that

everyone authorised, can use. Unfortunately, the lTS still contain erroneous and

outdated data caused by the merger of the Peninsula Technikon and Cape

Technikon into the Cape Peninsula University of Technology.

A further requirement is that students will have to correct the biographical details

that had been entered into the sy tem previously, and which over time could have

changed e.g. change of address, change of marital statu etc. This type of data is

required to annotate on the registration form 0 that the Registration Department's

staff could change it on the database.

Students who have not applied for admission before the due date, or whom have

not received notification of acceptance, would be directed to the appropriate

faculty where an academic staff member will have to determine whether the

student sati fics the admi sion requirements and be accommodated. If the student

qualifies for admission and accommodation is available, hel he will have to

complete an application form and hand it to the academic staff member for
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approval. The applicant then is required to pay an application fee at the cashiers

and provide all relevant information in at enquiries desk in the IT Centre, where a

registration f01111will be printed for the student. The students will then have to

retum to the Academic Department with a registration f01111,and queue with the

other students for registration.

Once the subject choices have been completed, academic personnel are required

sign and date the f01111. The academic staff member will hand the registration

f01111back to the student. Cellophane tape is then pasted over subject choices, to

prevent the tampering with the form. The student may then proceed to point two

in the IT Centre.

2.4.2. Point two (Student Debtors)

Point two as graphically depicted in Figure 2.11 and shaded for ease of reference,

has been designated for Student Debtors, where student account balances are

verified. This is situated in the Student Centre for ease of access for the students

during the year. During the registration periods the Student Debtors Department

however move to the IT Centre to assist with registration and aimed at alleviating

the need for students to have to return to the Student Centre to get to the Student

Debtors Department. Unfortunately the moving of these departments to the IT

Centre is temporary and therefore does not in reality work efficiently because

after the two week regi tration period they return to their original building and

late registering students arc subject to a process of walking to these buildings all

over the campus.
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After point one, students are required to continue to point two. As a rule, point

two has a long queue of students during the registration period. At point two the

personnel would check for outstanding balances, culminating as a result of not

settling outstanding fees from the previous year/years, outstanding monies for

library books etc.

Figure 2.11: Point 2 Student Debtors

Students that clo not owe money, would have their registration forms signed ancl

will be permitted to continue to point four. At point four, students are requirecl to

pay the minimum registration fcc to enabling them to continue with the

registration process.

If the student was awarded a bursary, he or she would have to produce an

authorisation leiter from the bursar upon which, the registration form would then

be signed and the student would be advised to continue to point five.
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Some students who owe monies and cannot afford the registration fees or who

need financial assistance, would need to apply for financial aid and would be

referred to point three, which is the Financial Aid Department.

Students who paid the registration fee using the Electronic Funds Transfer (EFT)

before the registration date would produce a copy of the receipt. The receipt

would have to be verified against the student number, and if in order, the

registration forrn would be signed and the student directed to point 5.

2.4.3. Point three (Financial Aid)

Students, referred to point three as elaborated upon in Paragraph 2.4.2 and

graphically depicted in Figure 2.12 would now be required to apply for financial

aid. They would apply either for a loan from one of the banking institutions or

endeavour and get a bursary that is on offer at the university.
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Returning students whom have not settled all outstanding fees at the university are

required to obtain special permission to register. To do this, they will need to

Figure 2.12: Point 3 Financial Aid
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explain and motivate their circumstances and come to an agreement on how they

will pay the outstanding fees.

Students who have a letter from their companies or sponsor indicating that they

will pay on behalf of the student, will need to present the letter to the Financial

Aid Department. This would include a bursary external to the university.

Financial Aid staff will now issue a financial aid application fonn (where

required). They will also check whether loans or bursaries were allocated to

senior students, after which they must sign and date the registration fOnTI. If a

bursary or loan was allocated to the student, staff will sign the form and the

student may proceed directly to point five in the IT Centre.

2.4.4. Point four (Cashiers)

Onee completed with Student Debtors, students who have not paid their

registration fees would then need to do so. They would then go to the Cashiers at

the Administration building to facilitate payment. Normally during registration

there are long queues at the this point, not only to pay registration fees, but also to

pay outstanding fees, library fees, books etc. This process is graphically depicted

in Figure 2. J 3, and the relevant process shaded for ease of reference.

During this process, student face a real risk of being robbed because of the large

amounts of cash carried on their person. The university now employs an external

security company to handle the influx of students into the administration building

and to mitigate the risk of robbery. Certain areas are cordoned off for further

protection, and the security around the Cashiers vicinity is also increased during

the registration period. The personnel at Cashiers are overworked, and more often

than not have to work through their lunch and tea breaks to cope with the demand

of students who wish to pay in their money. To help with the workload the

university has employed student assi tants. This ha increased the capacity at the

Cashier desk from two to even staff members.
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Figure 2.13: Point 4 Cashiers

The payments at the Cashiers could take place in the f01111of cash, credit card,

debit card or cheque. This diverse payment methods calls for reconciliation of

monies paid, placing more pressure on an already overburdened head cashier.

WIlen students have completed paying the registration fee, the cashier endorses

signs the registration form and hand it together with a receipt baek to the student,

who then may proceed to point five in the IT Centre.

2.4.5. Point five (Biographical)

At this point, indicated in Figure 2. I4 and shaded for ease of reference, students

will have an ol portunity to update their biographical details. This the student

would have done manually on the registration form at the Academic Departments

while waiting in the queue. They would have change details like change of

address, change of marital status etc. The Registration Department employs

student assistants to help enter this data onto the ITS.
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Figure 2.14: Point 5 Biographical

Invariably students have found that information that were changed previously,

still docs not reneet on their new registration forms. This could be attributed to a

problem with the database or that the new data was not updated. This in particular,

is of concern. The data capturers after capturing the changes will date and sign the

registration form. The student is then sent to point six.

2.4.6. Point six (Academic Regi tration)

Academic Registration is the point at which the subject choices that was decided

upon by the lecturer and the student at point one will be entered onto the database.

This process i graphically depicted in Figure 2.15, with the action haded for

ease of reference. Data will be checked for irregularities that may have occurred

by having the co and pre-requisites entered onto the database beforehand by a

staff member from the Examination Department. Detail (confirmation of

regi tratien and account) i then printed and handed to the student to verify the

ubject and course registered for. The student will then proceed to point seven.
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Here a faculty officer must be available at all times to deal with any questions

regarding the academic structure.

r·-·-·-·_·_·_·_·_·_·_·_·_·_·_·_·_·_·_·_·_·_·-.
i Student Registration Process i· .
I I· .

I

......r c
(IJ (I)
(I) "> ! :::lï: .......... enc::(

~ "+-' ~c --+ I
(I) (I)

" ......
I :::l (IJ- Olen (I)oc

· ._._._._._._._----._---_._._._._._._._._._._._.

At this stage, ncw students will receive a barcode and a student file will be opened

for the student. This process is graphically depicted in Figure 2.16 with the action

shaded for ease of reference. All registration documents are collected, including

ccrti fied copies of matric results, identity documents, study permit (if applicable),

registration f01111S etc, from the student. The barcode is assigned to the student

number and is printed on his/her student number. The student will then proceed to

point eight.

Figure 2.15: Point 6 Academic registration

2.4.7. Point seven (Barcodes)
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Figure 2.16: Point 7 Barcodes

2.4.8. Point eight (Student Cards)

At this point, the new student's photograph is taken and a student card is printed

and issued to the student. In the case of returning students, the students must

produce their old card and the student's card will be annotated with the current

year reflected thereon. In the case of a lost/damaged card, the student will have to

pay a replacement fcc at the cashiers in the Administration Building before a new

card will be printed and issued to the student. This process is graphically depicted

in Figure 2.17, and the action shaded for case of reference.

Only after the student has completed all of the above processes, will they have

completed the academic registration process.
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Figure 2.17: Point 8 Student Cards

2.4.9. Point nine (Residence Registration)

The Student Affairs Department will process details of a student whose

application for accommodation in residence was successful (Point 9). This process

is graphically depicted in Figure 2.18 and the process shaded for ease of reference.

A room will be allocated and an account will be opened for the student. Students

may only be registered on to the residence system after they have been registered.
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Figure 2.18: Point 9 Residence

2.5. ISSUES

There arc a number of problems/issues in this process that could easily be

mitigated. This could be solved in an appropriate manner by implementing new or

modified solutions to make the registration process easier and faster for the

students. The list below consists of processes that could be implemented without

mcurnng huge cost to the in titution or implementing an Internet registration

process.

2.5.1. Schedule

The registration per onnel work out a schedule, allocating a pecific date for the

academic departments to enrol students. The suggested solution in itself is

problematic, because students do not adhere to the registration chedule, which

can be attributed to the following:

'r Students do not have cnough money on a certain date to register.
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>- Due to their working hours and other obligations, students are unable to

register on a specific date.

>- Due to the fact that they are elsewhere 111 the country at the time of

registration.

It is therefore recommended that provision should be made for students who were

unable to register on a specific date, by implementing a later final date for

registering all late students on one day and one day only. This date should be

reflected on the registration schedule. If students are unable to register on the date

specified, they should be required to pay a penalty with the registration fee.

The final date decided upon, must be advertised so that students and staff will

know about it and therefore prepare accordingly. In this way, staff will be

available to help students on the stipulated date and students will not come to

campus and get frustrated when they cannot be assisted to register.

2.5.2 Shortcuts

Most of the students' frustration is caused as a result of standing in long queues.

When a student that has stood in a queue for a considerable length of time, and

then advised to first go to another queue and then return to the previous queue,

outbursts of anger or dissatisfaction are expressed. This causes frustration with all

concerned and an appropriate method must be created so that students can take a

'shortcut' and not have to stand in the same queue again.

2.5.3 Information helpdesk / kiosks

To serve as a pos sible 'shortcut', helpdesks or kiosks should be setup at strategic

points on the campus so that students could get the correct information without

first having to queue. These helpdesks or kiosks should be manned by staff and

student assistants that have been trained in the whole registration process, so as to

not add to the adverse situation.
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Student assistants should be able to answer student queries and make sure that

students' have the appropriate documentation before they go to the next point.

This will alleviate the problem of students standing in long queues and then going

to get documentation that is required elsewhere.

Helpdesks or kiosks should be equipped with a computer connected to the

network for staff to do queries, to enable the staffto assist students. The helpdesks

or kiosks should also have telephone connectivity to the rest of the campus for

queries. The helpdesks or kiosks should operate during the entire registration

period and should be move strategically, and be situated near to the department

buildings that are busy with registration.

2.5.4 Database

The ITS database that the university uses, cannot be used by the academics and

therefore some academic departments have created there own databases. This in

itself causes problems, because the data on one database could and would differ

from the other. If a program could be installed so that academics could do their

scheduling and register students directly onto the database, students would be able

to complete the registration process much faster, as some of the queues would be

eliminated.

The Department of Education supplies each Higher Educational Institution with

the database of students that have completed the schooling year. This database

should be incorporated into the ITS database at the institution and thereby

eradicating the need for students to produce photocopies of their results.

When the two previously Technikons merged, the two databases from the

respective campuses were merged into one database, namely the ITS database.

Current issues with the database have to be rectified as soon as possible. One of

the problems that exist on the database is the subject codes that are different,

creating confusion for the student and academics alike.

38



2.5.5. Banking

One of the longest queues on campus is when students pay their student accounts.

The institution hires a security company to guard this process and the Cashiers

Office. It is recommended that the institution should not accept monies (cash) at

the cashiers for registration and make it compulsory for students to pay using the

electronic banking system only. Only credit cards and debit cards should be

allowed to be used during the registration period, therefore resulting in shorter

queues and students not losing there money due to robbery.

2.5.6. Barcodes for subjects

Academics and the registration department enter subjects manually onto the

registration form, however mistakes invariably occur. It also has the added result

that the method is slow and therefore slows down the process of registration. If

subject codes and other choices on the registration f0l111were printed in barcode

format, the proce s could be much faster with less mistakes.

2.6. CONCLUSION

In this chapter a holistic perspective has been provided of the issues pertaining to

the research environment. The research environment was explained, some areas

that could be immediately corrected was highlighted. FUJihel1110re, the application

and registration process was elaborated upon in detail.

In Chapter 3, a literature review will be undertaken on the research objectives as

well as the research problem
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CHAPTER 3: STREAMLINING THE REGISTRATION

PROCESS AND INFLUENCING FACTORS: A LITERATURE

REVIEW

3.1 INTRODUCTION AND BACKGROUND

The obvious analogy can be drawn that in a developing country, certain tertiary

institutions have slow registration processes as a result of primarily manual

processes, and prospective students view this as an institution that does not

provide cutting edge advanced education. These students against this background,

would then prefer going to another more progressive institution. Thus, the

retention of students through academic and administrative provision is often

associated with services that link the registrar and admission by the academics

(Abouchedid & Nasser, 2002: 198 citing Gunn & Backes, 1992).

The traditional registration process 1S adversely impacted upon by the sheer

numbers of new and old students wishing to register for a new academic year, and

the fact that students would want to add, drop or change subjects. This often

places more strain on an already overworked registration department, who then as

a result arc rude, intolerant and austere to the students. Furthermore, adding and

dropping of courses by students can work again t the university's productivity and

generally hampers the process of registration. The manual intensive registration

process overburden employees, an aspect which can be alleviated if electronic

technological systems are deployed for registration. The research will focus on

factors relating to attitudes of students towards on-campus registration quality

provision as it pertains to instructions given prior to registration, course offering,

dropping of ubjects, adding of subjects, advice provisioning and renewal of

identification cards. It is typical of universities in developing countries to be

driven by the concept of technological transfer, with service quality not featuring

high on list or priorities. In this study, service satisfaction levels will be

determined, in particular during the registration proce s and possible mitigation

thereof.
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In this chapter the author will investigate what other tertiary institutions have done

to streamline their registration process and what technology can be used to

improve manual processes. The main focus of the chapter would be to investigate

the concept of enrolment management and all the services pertaining to it.

Furthermore, how enrolment management can be facilitated by Information

Communication Technology (JCT), in particular as it pertains to the touch tone

telephone system and the Internet. The last part of the chapter deals with quality

related issues concerned with not implementing an electronic registration system.

3.2 ENROLMENT MANAGEMENT

According to Anthony (2006:0nline) citing Hossler and Bean (1990), "Enrolment

management is an organizational concept and a systematic set of activities

designed to enable educational institutions to exert more influence over their

student enrolments". One of the core concepts of strategic enrolment management

strategies is the institutional mission (Anthony, 2006:0nline citing Bontrager,

2004).

Hossler (2008:0nline), emphasizes that enrolment management is an open-

systems and svncn.!,istie organizational approach. This approach encourages an

organizational atmosphere that makes reporting relationships among student-

service units more transparent. Furthermore, it encourages an environment where

offices and divisions collaborate to enhance the quality of the student experience,

which in turn facilitates the strategic management of enrolments.

Anthony (2006:0nline) citing Ho sIer and Bean (1990), is further of the opinion

that enrolment management is organized by strategic planning and supported by

institutional research, concerning student college choice, transition to college,

student attrition and retention, and student outcomes. Furthermore according to

Hossler and Bean (1990) cited by Anthony (2006:0nline), institutional practices

are guided by these processes in the areas of new student recruitment and financial

aid, student support services, curriculum development, and other academic areas

that affect enrolments, student persistence, and student outcome from college.
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3.2.1. ICT assisting financial aid in Higher Education

With a total enrolment of 6 400 students, Wake Forest University in the United

States is a private, coeducational, liberal arts institution. A study conducted at the

University (College Board, 2005:0nline), determined that approximately two-

thirds of its undergraduate students are awarded financial aid, and every applicant

is verified. The institution faced an annual challenge to complete this labour-

intensive verification process in a timely fashion with a small staff contingent.

"The Financial Aid staff had to work overtime throughout the spring awarding

period to obtain and manually process tax documents from 'about 5,000 financial

aid applicants. By choosing Institutional Documentation Service (lDOC) for

document collection and imaging, data entry and Web posting, Wake Forest has

expedited its aid packaging and given the Financial Aid Office more time to spend

with students and families" (College Board, 2005:0nline).

3.2.2. ICT easing the workload in Higher Education

According to College Board (2005:0nline), Wake Forest's Financial Aid Office

faced a huge administrative task each year with staff compliment of nine people

consisting of seven professional and two support staff members. "During the blief

three-month awarding season, the staff had to request and obtain financial

documents from approximately 5,000 undergraduate and graduate students,

review all of them, and manually key data to update student and parent application

information in the system. Because reading documentation for need analysis is a

specialized skill, the director, Bill Wells, could not hire temporary workers to

augment his staff' (College Board, 2005:0nline). To mitigate thi adverse

situation, the university then deployed the Institutional Documentation Service.

This service collects financial documents fr0111applicants and processes the data.

This process involves scanning the data, kcying in data from W-2 forms and tax

returns. This data is thcn provided to the institution electronically. As a result,

Wake Forest Staff can conveniently and securely view the actual images of the

documents on the College Board website (College Board, 2005:0nline).
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3.2.3. JeT and the scarcity of resources

"No theoretical concept furnishes a better understanding of the emergence of the

field of enrolment management, or provides a better focal point for enrolment

managers, than Resource Dependency Theory. Resources Dependency Theory

looks at how the external environment affects internal resources" Anthony

(2006:0nline) citing Hossler and Hoezee (2001). Enrolment managers are helped

by resource dependency theory by continually asking the following question.

What are the scarce resources associated with student enrolments? (Anthony,

2006:0nline citing Hossler & Hoezee 2001):

Anthony (2006:0nline), citing Hossler and Hoezee (2001), is of the opinion that

enrolment managers need to pose the following questions to themselves:

;;> What are the areas of scarcity on campus?

}.- Are student enrolments associated with any of these?

;_;., Can my organizational unit help to provide these scarce resources?

3.2.4. Enrolment goals

Kurz and Scannell (2006:0nline), list the following as 'goals' of enrolment:

,. The Organization for Enrolment Management: To organize departments

that relate to the management of enrolment in such a way that the

coordination of staff, flow of information, and the integration of decisions can

most easily be facilitated.

;.... Student Information Systems and Research: To create an integrated student

database and the capacity to usc systems, including the web, for coordinated

research, planning, recruitment, and communication.

r: Admissions Marketing: To develop an admissions marketing program JIl

order to attract appropriate students in sufficient numbers

;_;., Pricing and Financial Aid Strategies: To implement pricing and financial

aid strategies that will optimize the institution's ability to generate net tuition

revenue and attract and retain the desired academic, racial/ethnic, and

social/economic mix of students.
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>- Demand Analysis and Institutional Response: To develop a capability to

anticipate immediate and long-term student demand and methods of

improving the institution's ability to respond to these interests.

>- Retention and Transfer Students: to formalize an institutional retention

program in order to identify reasons for attrition, to minimize it to whatever

extent desirable, and to enroll qualified transfer students as replacements.

3.2.5. Understanding the needs of the Institution

Before a tertiary institution can begin the process of organizing to meet its

enrolment goals, there must be a thorough, realistic, and honest understanding of

itself before. In this respect, Kuntz and Scannel (2006:0nline), list the following

actions to be taken by organizations, based on institutional realities.

>- If your college is seeing its yield, that is the percent of students enrolling

among those admitted-declining significantly over a period of time, the

Financial Aid office and the Admissions office need to work together to

understand price sensitivity and make appropriate changes to awarding

policy, with merit as well as need-based funds.

:,. If demand, the number of appropriate inquiries and applications at your

institution-is on the decline, Admissions needs to partner with Marketing

and Communication to conduct research that will confirm if the core

messages are on target, are well understood and valued in the marketplace,

and are being articulated clearly and compellingly.

:,. If attrition has been a chronic problem at your institution, it will certainly

require institutional research and the Registrar's office to help identify

patterns of at-risk students either by entry level qualifications,

demographic/biograpbic information, or experiences while enrolled. In

addition academic and student life staff will need to be active participants in

the interventions identified by this cohort retention analy is.

}.> If you are an open-enrolment institution offering two-year terminal and

college-transfer degrees to both traditional age as well as adult students,

many of whom are attending part-time, then 'best in cIa 'customer service

is an institutional imperative. Clearly the administrative offices of
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Admissions, Financial Aid, Registrar, Student Accounts, and Advising, to

name a few, have to be integrally connected, cross-trained, and dedicated to

'owning' every problem that a student presents.

>- If you have been a local or in-state institution, whose new vision calls now

for expanding your geographic reach and opening new markets out of region

or out of state, the Admissions and Alumni Affairs offices will need to team

up to develop alumni admission volunteer networks that can introduce and

represent the institution in faraway locations.

Y If you are an institution that wants to increase transfer enrolments as a

priority for growth, then the academic leadership-deans and department

chairs, as well as the Registrar's office-will need to join with Admissions to

provide timely and comprehensive services (e.g., credit evaluations).

Transfer students are very focused on, 'time to degree'. This makes course

equivalency guides, articulation agreements, and 2+2 programs important

recruitment tools.

When evaluating all of the above actions listed by Kuntz and Scannell

(2006:0nline), the obvious analogy can be drawn that at CPUT there is a definite

need for cross functional teams to be created so that these issues relating to the

registration process can be addressed and acted upon and on a regular basis.

3.3. METHODOLOGIES/APPLICATIONS UTILISED TO

STREAMLINE THE STUDENT REGISTRATION PROCESS

"Student enrolment is a significant operational challenge for all educational

institutions. At the arne time, students can see it as an unnecessarily bureaucratic

and time consuming ta k. But streamlining the process has traditionally meant

either spending a lot of time and resources integrating different bu iness systems

or throwing away everything and tarting from scratch" (Campus IT,

2008:0nline).

3.3.1 Automated ITS system.

The Extended Education Department at California State University, FulJe110n had

a rather complex regis tratien proce s and, "wanted to provide the potential student
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a better registration experience, to streamline the intemal handling of the process

as well as to increase efficiency" (SystemArts, 2007:0nline). The university

implemented a fully automated student registration processing system aptly

termed, Complete Registration; which have the following functionality

(SystemArts,2007:0nline):

~ Automated credit card processing ensures timely feedback to students.

~ Self monitoring subsystem with immediate administrator notification

improves system stability, responsiveness, and user satisfaction.

~ Legacy system interfaces eliminate the need for manual intervention and

processing.

~ Automated student notification standardizes the outgoing correspondence

and provides timely status updates.

3.3.2 Animated screens as opposed to teaching

A study conducted by Adobe Systems Incorporated (2008:0nline), concluded that

the University of California together with the Administrative Computing and

Telecommunications (ACT) group used 'RoboDemo' as a key enabler in

developing a new remote registration service. This had become critical for

streamlining the registration process. New students were previously assigned to

computer labs across the campus, and staff walked them through course

registration at the same time. This strained the university's servers to the point of

overload. "ACT used RoboDemo to create a simulation of the registration

process, which consists of a series of animated screens that walk students through

registration step-by-step. The registration process was moved online and students

can now register whenever they want, with the RoboDemo simulation providing

the necessary online training of the registration system. This enables ACT to

provide better service to their students, and reduce network load and support

calls" (Adobe Systems Incorporated, 2008:0nline).

3.3.3.ICT a critical success factor

McClea and Yen (2005:88), state that information technology presently represents

a critical success factor for a number of organisations. Higher educational
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institutions fall into this category, and have sought the status of 'first movers' in

relation to the development and implementation of information technology. The

admission process places emphasis on the following four levels, namely:

~ Applicants,

~ Prospects,

>- acceptances, and

>- confirms,

According to McClea and Yen (2005:94), the admission system focuses on the

flow of data utilizing the following path:

Prospects - Applicants - Acceptances - Confirms.

The Miami University admission system utilized three essential parts, namely:

> Recruitment PLUS, as a CRM/DB solution.

>- SCT Banner, as the university ERP system.

>- Microsoft Office Applications, as the homegrown MIS/DSS system.

"The framework sets the stage and proffers a basic structure that is capable of

adapting to the specific environs of each unique admission department while

continuously providing enhanced information. The ideal goal is to improve the

strategies of the university, while simultaneously, improving the processes within

the admission department" (McClea & Yen, 2005:94).

3.3.4. Using IC'T to improve services

S uthampton Solent University has deployed Campusl'I''s business process

automation application, in an attempt to integrate their enrolment process. This

enabled the university according to Campus IT (2008:0nline), to develop a quick

and easy method of enr lling students. The university according to Campus IT

(2008:0nline), has moved enrolment online and produced a student-centric

process that:

." Meets the organisation's operational and business needs, and

:r delivers a better student experience.

Furthermore, this application enables the university to:

};> Unify their administration and management systems to create more efficient

business proce ses, and
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>- place more services online to create a better student experience.

An online enrolment system at Southhampton Solvent University went live less

than four months after the project was initiated. Students can log in via the student

pOlial and access their profile where they confirm or amend their details and pay

any fees that are required. This in tum eliminates queuing. After payment is

completed, the student is automatically enrolled and their details are transferred

into the student record system. Streamlining this process has not only had a

positive effect on student experience, but also improved operational efficiency

(Campus IT, 2008:0nline).

3.3.5 Online registration and the control of processes

A customer case study conducted by Oracle (2006:0nline), indicated that

Kasetsart University in Thailand implemented a student registration system with

the Oracle Database as the underlying platform, to ensure it had better control of

enrolment and administration processes. The university decided to introduce an

online registration option in 2005 in an attempt to ease the workload on staff and

facilitating a smoother, faster registration process for students. Students were

encouraged to enroll for courses via the Web. The university estimated that the

new sy tem comfortably proces es around I million transactions a day (Oracle,

2006:0nline).

3.3.6. Essential tool for enrolment management

According to Zalanowski (2007:0nline), as higher education enters the twenty-

first century, technology has become an essential tool for enrolment management

10 meet student outreach and recruitment goals. Admission professionals used the

Internet to expand recruitment regions, individualize contact with prospective

students and personalize the admission funnel simultaneously. Online

technologies were implemented to help enrolment management professionals

reach out to prospective students, and help them explore colleges in unique and

'technologically-savvy' ways. These technologies included email, Web sites and

Weblogs.
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3.4. FACTORS IMPACTING THE REGISTRATION PROCESS.

"Information technology, in a general sense, IS utilized to provide basic

information regarding the four distinct pieces of data collected during the

admission process, i.e. prospects, applicants, acceptances, and confirms, This data

is then processed into basic reports, forms, and graphics to provide summarized

information on the admission process. However, this is the extent of information

technology used in relation to the admission process" (McClea & Yen 2005:91).

3.4.1.Quality of registration is inextricably linked to success

Abouchedid and Nasser (2002: 198), examined how the quality of registration at a

higher education institution is inextricably linked to the competitive service and

success of that institution. "The extent to which students (customers) perceive the

level of service performance meets their expectations reflects the quality of

service provided by the higher educational institutions" (Abouchedid and Nasser,

2002: 199 citing Zammuto et aI., 1996). The analogy was drawn that in a

developing country, some institutions have slow registration processes and

prospective students view this as an institution, which does not provide excellent

education. These students would then prefer going to another institution. As a

result, the admission and retention of students is often associated with services

and processes such as registration.

3.4.2. Waiting for paper files

Arizona State University Graduate College (Cardiff, 2006:0nline), implemented

separate scan-from-paper and Web based processes for receiving and processing

graduate applications. The projects initially brought significant productivity gains.

Despite these processes being implemented, " ... faculty and staff in the reviewing

units sometimes had to wait eight weeks to receive the paper file containing an

application and supporting materials. This delay negatively impacted the

university's ability to be competitive with other higher education institutions in

making offers to the highest caliber candidates" (Cardiff, 2006:0nline). The
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university decided to then integrate the 'Cardiff Teleform Information Capture

Sol ution' in conjunction with a Binary Office process.

3.4.3. Manual time consuming processes

A study conducted by VISA (2008:0nline), at the University of Jyváskylá,

Finland determined that the existing enrolment process require students to queue

to submit a system account form to the IT department, which manually verifies

the students' details before creating their user accounts. The entire process was

rather time consuming, inconvenient and the process delayed the students' ability

to use the University services i.e. making last-minute course changes. Since the

process was manual, it required staff resources and proved to be costly for the

University to administer. The University moved to having students submit their

credentials over the Internet in a secure manner order to increase expediency,

reduce costs, and make life easier for the students.

3.4.4 rcr and VISA

The University of Jyvaskylá implemented the Visa Authentication Services

(VAS) in a pilot to authenticate student identities online and providing their email

credentials in real-time. This entire process takes about a minute with VAS.

According to Visa (2008:0nline), the simplicity of VAS's technical interfaces

enabled the University to implement online registration with just 6 person-days of

effort. During the pilot, a total of 350 students (45%) of those eligible, retrieved

their University credentials securely over the Internet and were able to utilise the

University e-serviccs before arriving on campus. Based on the results of 238

surveys completed by students, 98% reported that the VAS experience was easy

and 96% were comfortable using their Visa cards in the process. Furthermore,

92% said they would recommend using VAS for secure authentication to other

University services. The University was able to automate their processes and

lower their costs (VISA, 2008:0nline).

50



3.5 THE CONCEPT OF ICT

TechTarget (2008:0nline), is of the opinion that ICT is an umbrella term that

includes any communication device or application, including: Radio, television,

cellular phones, computer and network hardware and software, satellite systems

etcetera as well as the various services and applications associated with them,

such as videoconferencing and distance learning.

3.6 THE IMPORTANCE OF ICT

TechTarget (2008:0nline), in considering the importance of ICT cites a European

Commission who was of the opinion that, "the importance of ICTs lies less in the

technology itself than in its ability to create greater access to information and

communication in underserved populations". Furthermore, many countries around

the world have established organizations for the promotion of ICTs, because it is

feared that unless less technologically advanced areas have a chance to catch up,

the increasing technological advances in developed nations will only serve to

exacerbate the already-existing economic gap between technological 'have' and

'have not' areas. Internationally, the United Nations actively promotes ICTs for

Development (ICT4D), a a means of bridging the digital divide (Tech Target,

2008:0nJine).

3.7 THE JMPACT JCT HAS ON HIGHER EDUCATION ADMISSION

PROCESSES.

Information technology presently represents a critical success factor for numerous

organizations. Higher educational institutions fall into this category, and have

sought the status of 'first movers' in relation to the development and

implementation of information technology throughout the areas of academia

(MeClea & Yen 2005:88).
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3.7.1. Valuable elements of JCT

BuJchand, Rodriguez and Chattah (2005:71), citing Connolly (1999), states that

Information Systems (IS) are valuable elements for organizations since they

support decision-making, organise and classify data and process transactions,

among many other activities. Bulehand et al. (2005:75), investigated MiULPGC

as a tool that facilitates the design and development of the leaming experience,

while also streamlining administrative and management tasks. The authors

determined that this instrument makes it possible for the different 'actors' to

interact through the common use of technology as a. support for virtual

instruments. This situation permits a series of activities to be combined and

visible advantages to be obtained, namely:

>- 11perfects teaching and research work.

>- It promotes interaction by means of communication spaces and instant

response.

;_;.,. It motivates participation and collaboration in works by providing notes and

files for students and researchers.

» It improves feedback by making it faster, more fluid and more appropriate.

).- It contributes to distance learning and to administration processes.

'T It streamlines management and administration.

3.7.2. ICT Evolution

In this new age, ICT and its associated instruments are evolving rapidly, and yet

most of its applications are still in the experimental stage. The scenarios and

actors are more and more demanding, which means designing and developing

easy-to-use tools like MiULPGC, that are capable of dynamic management and

administration of contents and the integration of information without

overwhelming the users, while offering a space that enables them to act and be

player (Bulchand cf 01.,2005:76).
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3.7.3. Impact ofICT in Education

Anonymous 1 (2007:0nline), citing Nasralla (2007), emphasized the impact ICT

has on education in the latters' presentation entitled "Early Measures to Foster

Multilevel Impact of ICT in Education: EEl Impact generating Framework".

Nasralla (2007) cited by Anonymous 1 (2007:0nline), focused on the following

key aspects:

>- The impact of ICT does not come as a natural end, unless strategic and

action planning are taking rigorously to yield the expected impact.

>- Designating the level of impact is instrumental in the assessment of impact.

>- Monitoring and evaluation of personal factors such as the level of

knowledge, skills and dispositions, on the job performance and the

sustainability of ICT related practices, along with the contextual factors

such as work place management, appraisal system, peers pressure,

supervision and mentorship scheme, are significant in yielding the expected

impact.

r Identification of expected changes in performance and the expression of the

KSD matrix needed to reach these performance changes, are key issues in

the Impact generating model presented.

'r F01111ative evaluation of interventions is needed among the identified early

measures in the presented framework to foster impact.

." Monitoring and evaluating changes J in individual and institutional

performance as the 'outcomes' of the planned interventions, are key results

in yielding the expected impact.

3.8 ICT INTERGRATION ENHANCES THE REGISTRATION

PROCESS.

Wake Forest University implemented the IOOe system to improve the financial

aid section of their enrolment process. After successful implementation a study

(College Board, 2005:0nline), returned the following benefits:

);> Significantly reduced staff workload and overtime has been the most dramatic

benefit of the IOOC service. "First, lOOe saves us the effort of requesting and

collecting thousands ofvcrification documents. Then, IDOC images them and
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key-enters data so that it can be imported into our system to update student

information. This service takes a lot of the really tedious routine out of the

financial aid process, including sending out so many missing information

letters. With IOOC, we're able to get the work done with the staff we have,

during n01111al business hours, and on time" (College Board, 2005:0nline

citing Wells, 2005).

>- High level of data accuracy and IOOC has helped Wake Forest achieve the

required results. Students can verify their submission status on the College

Board Web site. Fair and effective awarding depends on complete, timely and

accurate data, with lOOC provided the university with this service.

>- Cost and time savings.

:.> Easy-to-use Web access to images.

).> One of the major advantages of IOOC 1S its integration with the College

Board's PowerFAJDS software, which Wake Forest uses to automate its

financial aid function. IOOC's interface with PowerFAlDS makes it seem like

the two are one system. Correct and complete data captured through IOOC is

loaded into PowerFAJDS, ensuring the accuracy of Wake Forest's ISIR and

PROFILE.

3.9 IMPLEMENTING A REGISTRATION PROCESS.

According Digital Architecture Group (2003:0nline), the integration of

technology into education docs not mean that all administrators need be expertly

trained technology people, but it docs mean that recognizing a new media exists

and is being used as a key touch point in the enrolment process. Since the web is

most probably on of the first poi nts of contact with potential students and perhaps

the most influential as such, it makes sense to have a clear understanding of the

factors that are most important to them and the implications and consequences

that information has for the enrolment strategy.

By examining the problem and the information available, enrolment managers can

make more effective technology decisions. Recent findings (Digital Architecture

Group 2003:0nline), indicate that the Web is second only in importance to

guidance coun elors in terms of sources of information in the first stage of the
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college search process, when identifying where to apply. These findings indicates

that 48% of college bound students mentioned a high school guidance counselor

as being highly important, followed by 37% who cited web sites with information

about colleges as being important. The next sources of information most

frequently cited were friends (25%), guidebooks/books (23%), and college

catalogs (21 %) (Digital Architecture Group, 2003:0nline).

3.9.1. Enrolment management professionals

At any tertiary institution, it should be mandatory that the office of institutional

research should playa major role in successful enrolment management efforts.

TIle more enrolment management professionals know about the characteristics,

attitudes, and values of prospective students, the better able they are to design

effective recruitment and orientation programs. Persistence studies conducted by

institutional researchers can formulate strategies to enhance the success of first-

year students, and institutional research professionals can examine the impact of

various f01111S of student financial assistance upon matriculation decisions and the

academic success. A strong institutional function is a critical element of a sound

enrolment management effort (Hossler, 2008:0nline).

3.9.2. Personal experience of students during the enrolment process

A study conducted by Campus Management (2008:0nline), returned that

Westwood College's goal was to improve each student's personal experience

during the enrolment process. This depended on choosing the right technological

solution. Westwood's technology team worked with admissions, marketing, and

other departments to define the ideal requirements with the student's experience

as the cornerstone of the initiative, however legacy systems and call center

services presented significant obstacles. To achieve a truly 'customer-friendly'

model, Westwood had to pursue a centralized concierge model to orchestrate its

enrolment services.
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3.9.3. Using IC'l' to improve work flow

Westwood College decided to use a Customer Relationship Management (CRM)

solution and elected to use the Campus Management CRM solution. "Campus

Management impressed us with their focus on higher education, their embedded

knowledge of automated student recruiting, and the openness of their application

to interface with our student system and call center. They offered a superior

product" (Campus Management, 2008:0nline citing Annamalai, 2008). Campus

Management introduced a Web-based interface and deployed its application to

more than 400 desktops. Admissions representatives quickly grew proficient in

the use of the system and integration across legacy systems narrowed or

eliminated tedious manual data entry and batch processing. With the new work

flow in place, admissions were capable of setting administrative wheels in motion

within minutes or seconds of an inquiry. Students experience seamless care from

admissions to financial aid and other departments (Campus Management,

2008:0nlinc).

3.9.4. Office of admissions

According to Hossler (2008: Online), the office of admissions plays a key role in

enrolment management innovations. The enrolment manager has a kcy role to

ensure that the university has broad marketing efforts in place to make the

institution visible and sufficiently attractive, so that desirable prospective students

are motivated to seriously consider them.

Noel-Levits (2008:0nline), developed a check list that can be used In strategic

enrolment planning. The check list includes the following clements:

Internal Research

,. Student satisfaction/engagement.

:;... Faculty/staff satisfaction/ priorities.

);.> A Iurn 11i sat isfaction/outcomcs.

);.> Student attrition research.

;_;;:. 5-ycar projections of enrolment and related fiscal implications.

>- Characteristics of incoming students who succeed or do not succeed.
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» Cost of serving different student populations.

» Analysis of student flows into academic majors and courses.

» Academic program capacity and demand analysis.

External Market Research

» Demographic trends: High school and adults.

>- Number of students by test score, race/ethnicity and major.

» Projected demand for academic programs.

» Brand, image and perception research:

);> College-bound.

» High school students.

:r Parents.

;.;.. Adult students.

,_, Guidance counselors.

:;.. Employers.

;... Community opinion leaders.

;.> Employer satisfaction.

Competition Research.

;.> Competition communications study.

:;.. Academic program overlap tudy.

r- Price sensitivity study External.

~ Lost inquiries and applicants External study.

General Trend Research.

;,. Potential disruptive innovations national and local publications.

3.9.5. Organizing enrolment management efforts

The administrative approaches for orgaruzing enrolment management efforts

according to Hossler (2008:0nline) are described as follows: "The enrolment

management coordinator is charged with organizing recruitment and retention

activities. Usually, a midlevel administrator, such as the dean of admissions or

financial aid, is asked to coordinate offices such as admissions, financial aid, and

registration and records. An important disadvantage is that the coordinator model
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provides no formal mechanism for linking enrolment concerns into the decision-

making agenda of senior level administrators".

The enrolment management matrix is a more centralized approach. In the matrix

model, an existing senior level administrator, such as the vice president for

student affairs, an academic affair, or institutional advancement, directs the

activities of the enrolment management matrix. In this model, administrative units

such as financial aid or student retention are not formally reassigned to a new vice

president. Instead, the administrative heads of these units continue their existing

reporting relationships, but they also become part of the enrolment management

matrix.

The most centralized organizational model is the enrolment management division.

In the division model, a vice president or associate vice president is assigned the

responsibilities for most or all of the administrative areas that influence student

enrolments, housed within one large functional unit. This model requires a high

levels of administrative support; the president or a senior vice president generally

has to become a strong advocate of this model. One important advantage of this

model is that an enrolment management vice president can carry enrolment-

related concerns directly to the president and the board of trustees.

3.10. JCT REGISTRATION SECRETS

According to Safari (2004:0nline), " ... successful online registration attracts

more regi trants, makes events more valuable, results in more satisfied attendees".

(Safari, 2004:0nline) i furthermore is of the opinion that in order for the

implementation of an online system to be successful, the following aspects should

be considered:

» Take the time up front.

» Maximize registration time.

» Make signing up ca y.

);> Help registrants feel at home.

>- Welcome registrants.

>- Gi ve access to detai I.
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>- Ask deeper questions.

>- Fulfill the desire to buy.

» Thank your registrants.

>- Add value before the event.

Safari (2004 Online), furthermore provides advice on the implementation of

tactics on the online system in order to bring back registrants who have

abandoned the online registration page.

3.11. MEASURING PROCESS IMPROVEMENT.

Benchmarking is widely considered to be an optimal measure for improvement

initiatives. Weller (1996:24) citing George (1992), is of the belief that

benchmarking was originally perceived to be a type of competitive intelligence

gathering. ln an attempt to nan-ow the performance gap between two companies,

one company is able to use 'benchmarking' to understand how another

company's' best practices worked.

In this instance, internal benchmarking is the suitable measure to be used as the

registration process is considered to be an internal process that will eventually be

measured against external entities. Weller (1996:25), describes the internal

'benchmarking method' as, " ... examines the internal processes of an organization

to determine its own best-practices first, and then uses this information as baseline

data for benchmarking external organizations".

3.12. ONLINE REGISTRATION AS OPPOSED TO TOUCH TONE

TELEPHONE SYSTEMS

3.12.1 Advantages and disadvantages of the Touch Tone Telephone

registration mechanism

Touch Tone Telephone Systems (TTTS) as a registration mechanism has its

advantages and di advantages (Weiger,1999:0nline). Green River Community

College's telecommunications officer Shirley Benson cited by Weiger

(1999:0nlinc), is of the opinion that in the early stages of inception of TTTS,
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there was a lot of negative feedback because the telephone system was just

beginning to take hold. They then tried to ease users into using the system by

explaining that they could still press '0' and get help from the operator.

After continual changes and tweaking tbe TITS based 011 feedback from the

users, the college now has 1800 calls answered by tbe TTTS per day. Only when

the system goes down, does a live operator answers the calls, often to the surprise

and shock of the users, leaving them not really knowing what to do. Of the callers,

75 percent navigate the system themselves as opposed to selecting to go to the live

operator.

Benson cited by Weiger (1 999:0nline), is furthermore of the opinion that when

there is a complaint about the TTTS, it is often symptomatic of a deeper issue.

Usually the users would be angry about something else i.e. financial aid or results

and then take it out on the TTTS. Furthermore, the advantage of automation is

obvious, namely in that control is in the callers' hands, hours of operation is

extended, the school has the flexibility to manage a larger volume of users without

adding extra staff, and operators can give better service to those who really need

it.

3.12.2. TTTS tangible value

Not everyone believes that the TTTS is a great idea. Dr Alan I Marcus, a

professor of history at Iowa State University and an expert on the history of

American technology calls the TTTS at colleges, " ... the worst marketing strategy

you could possibly make. One thing in the competition of students is to show a

personal, hands-on approach, is better than thi [automation] reduces it to not

caring enough to even put a person on live to take my call" (Weiger,

1999:0nline).

Marcus cited by Weigel' (1999:0nline), also believes that when a university

replaces human operators by machines, the university loses the opportunity to

give the potential students the impression that they will be treated like human

beings. Marcus adds that it is more important to have extra staff, "If you really in
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a competitive school market, this is an incidental expense, to have someone there

is encouraging and gives a dawn is worth its weight in gold" (Weiger,

] 999:0nline).

3.12.3. TTTS causes frustration

At Bishops State Community College in Mobile, Ala., frustration is mounting

over an automated TTTS. School officials thought that they would be simplifying

the system and making things easier for the students, instead, automation only

complicated issues. Wanda Daniels cited by (Weiger ] 9,99:0nline), dean of

students at Bishop State is of the opinion that, " ... while it is better in some sense,

in other ways it is not better at alI". (Weiger] 999:0nline), states that the schools'

problems increased during registration when its normal 200 calls per day

increased to 2000 calls per day. Daniels believes that the institution would

probably keep the system, but that they will have to find a better way to design it.

Officials at Foothill College in Los Altos Hill California, had a similar experience

with automation, and are of the opinion that inefficiency caused their system to

fail. They got rid of the system because of to many complaints about it. Users of

the system at Foothill College encountered high levels of frustration as a result

(Weiger, I999:0nJine).

At Pikes Peak Community College in Colorado Springs, officials believe that they

may be better served by having someone live and in person to answer tbe

telephones. The dean of student services Beth Lebsoek is of the opinion that it

would be better to turn oIT the automated system. They wish to focus on customer

service and sometimes finding better ways is to meet student needs, one would

think is to automate the process, but often this does not help (Weiger,

1999:0nline).

3.12.4. The compurer/Internet solution

According to Weiger (1999:0nline) who cites James R. Mingle, executive

director of the State Higher Education Executive Officers and an expert on
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technology applications in higher education, the latter who believes that, 'there

are pluses and minuses to the automated system'. According to Weiger

(1999:0nline), "If you can get the user to do the data entry, you're eliminate the

middle man, but the [automated] telephone thing irritates me. On the positive side,

automation can provide a caller to move straight to the specialist when he needs

one. On the negative side, callers can get caught up in a loop". Weiger

(1999:0nline) believes that the answer lies in the computer and the Internet, and

that, " ... people are happier with the Web".

While registration in Western universities has rapidly adapted the banking touch-

tone telephone systems for registration (Abouchedid and Nasser, 2002: 199 citing

Spencer 1991), Western universities housed in developing countries attempt to

struggle with bureaucracies and inefficient infrastructure, hence registration

remains a traditional and manual process.

According to Peskin and Hart (1996:68), it often is the elusive ingredients of a

quality solution that are not identified at the start of a computer systems

development project. The project quality management has not been adequately

defined, the computer system that is subject to quality management has not been

adequately defined and no methodology for measuring quality within the specific

systems environment has been defined. Peskin and Hart (1996:68), is of the

opinion that to measure quality accurately, the quality characteristics must first be

defined. In a service industry, these characteristics can be grouped into five key

dimensions, namely tangibles, reliability, responsiveness, assurance and empathy.

3.13. FOUR-STAGE FRAME'VORK

Ancarani (2005:8), believes that the usc of an online environment in the Local

Public Services (LPS) sphere is quite unexplored territory, although the potential

for heightening customer-supplier relationships are rich. Consequently, it has

become increasingly important to realise 110W e-service is provided, measured,

and how the web sites that have been produced, can be equated. Furthermore

Ancarni (2005:8), proposes methodologies to identify the availability of e-services

by patterning the evolutionary course of the digital interface between public

62



agencies and users. Ancarani (2005: 10), refers to a model which was developed

and proposed by the European Commission in a report on the provision of public

e-services. This model is used to measure the level of online sophistication of the

services. Ancarani (2005: 10) describes the model in tel111Sof the following:

» Information: Online information about services.

>- Interaction: Downloading of forms.

>- Two-way interaction: Processing of f0I111S.

>- Transaction: Case handling; decision and delivery.

3.14. A MODEL FOR EVALUATING E-SERVICE APPLICATION AND

EVOLUTION

Four levels of interaction between a fiJ111and its customers can be identified for e-

services (Anearani 2005: 13). Such a model assumes that an increasing level of

effectiveness in firm-customer relationships will be attained as the number of

available e-scrvices increases. The levels of e-service move from the provision of

information, to interaction, to transaction. The four levels of interaction (Level 0-

Level 3) in teIl11S of Information, Interactions, and Transactions (llT), are

graphically depicted in Figure 3.1 as a 'Maslow-rype' pyramid of 'needs'.

Transaction
COliITact Uill
Compie). twe-w ay communication
Failu"" cornmunrcution Complaints Level 3
Supplier 4\Il1lificmion ~1ctcr read I Il..::.g --,, _

Simple tWO-Wil) cnnuuunication
\'lSIlOTS Counter Suggestions
Contract Forms on line
Complex uno-way communication
, inancial infol mnuon SCf\ icc Chun Explanation-,

Uill form Job opponunurcs ) AQ

Slmplc onc-w ay communication
Tc lnuc.il mfrumauon "1C\"'" and prcvv Sen icc culture
l'ublic render Oualuy Links

Ctllcnll informatlon on scrv ices provided
Level 0

Figure 3, I: Pyramid ofnccds. Source: Ancarani (2005: J 3)

Maslow's theory of hierarchy of needs (Smit and de Cronje, 1992:311), debates

that lower-level needs (base of the pyramid) must be satisfied before higher-level

63



needs (top of the pyramid) can be fulfilled. in a similar fashion, the pyramid for

communication assumes that e-service content will be added more and more for it

to be effecti ve.

According to Ancarani (2005: 13), " ... higher levels of e-service are effective only

if proper content has been provided at the lower levels. Level a refers to the basic

presentation of a logo and the type of service provided. Level 1 includes six

categories of information. Level 2 includes five categories of information and

three forms of interaction. Level 3 includes four forms of interaction and two

forms of transaction".

FUliheJ1110re Ancarani (2005: 13-15), is of the op1111Onthat if this has to be

duplicated by relevant organisational change, the pace of e-service provision can

be conceived to be decreasing. As a result, the first section of the curve depicted

in Figure 3.2 reflects huge exponential increment in gains, while technological

complexity stays at a lower level. The following part of the curve reflects a

logarithmic increment in benefits while technological complexity is higher. The

depicted model shown in Figure 3.2, describes the evolutionary course through

the following four phases:

r: Phase 0: The web site has only a formal institutional function.

,_, Phase 1: The web site provides simple information.

'y Phase 2: The web site provides simple and complex information and

explores two-way communication online.

).> Phase 3: The web ite provides simple and complex information, and allows

for two-way communication and transaction online.
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Figure 3.2: Evolutionary path of a web site in local public services. Source: Ancarani
(2005: 13)

In reflecting on Figure 3.2, only those web sites that increasingly add IlT would

be considered representative of companies that support lntemet service provision

with adequate organisational changes. TIle e-service provided has been considered

as belonging to a particular phase, only when a bulk of the corresponding llT are

available. It has been assumed that every web site will have at least general

information (phase 0). From this point on, considering the ITT reflected in Figure

3.1, the e-scrvices that are provided were classified as being in phase J when at

least three UT oflevel J are available. Phase 2 required at least three JIT of level I

and four lIT of level 2. Phase 3 required the conditions for phase 2, plus at least

three llT oflevel 3.

3.15. CUSTOMER EMPLOYEES AND TRAINING

In some situations, according to Bitner ct al. (2007: 195), the consumer inputs are

called lor to assist the service organisation in producing the service, this is termed

'moderate levels of participation'. Inputs can include data, effort or physical

ownerships. Similar types of data, effort or physical ownerships are required when

the customer is an organisation seeking to outsouree services such as payroll,

customer database management, or tax accounting. In some ituations, customers

can actually be involved in co-creating the service termed, 'high level of

participation'. For such services, customers havc crucial production functions tbat,
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if not accomplished, will affect the nature of the service outcome. All types of

education, training and health care fit this profile.

Similarly, an organisation requiring training services for its employees will need

to help specify the quality of the training, identify the correct employees for the

training, establish incentives for them to learn and facilitate the use of the training

on the job. If the organisation does not do this, the organisation and the employees

affected will not benefit fully of the service.

When mapping the above to the registration process at CPt)T, the academic and

administrative staff needs to be trained in line with what the students (customers)

requirements are. This could be further superimposed onto training on the ITS

database.

3.]6. MANAGING CHANGE AND INNOVATION

According to Baliali and Herrnel (2004:4] 6), as far as the contribution of

Information Technology (TT) on firms are concerned, one is faced with waming

signals on the unavoidable need for change management, and the perverse side

effects of technology improvements when they are not incorporated within a

strategic and managerial model. The analysis of practices pertaining the

introduction of IT in organisations demonstrates that often, the context and the

process arc disregarded. As for the content, it is focused on tools rather than on

the demands to be satisfied. Information is not synonymous with communication

(Senn, 1990:802). Merely giving someone more or better information may not

improve either communication or the person's performance.

Furthermore according to Bartoli and Herrnel (2004:422), the decision by IT to

promote and implement new software in a firm often encounters cultural barriers.

Often certain countries do not have an adequate level of development of

technologies, or the functioning modes of the organisation remain based on other

forms of exchanges of information (the spoken mode, for example), and these new

tools are a true cultural shock. The organisational training often being neither easy

nor spontaneous follows periods of destabilisation. Resistance to change which
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Senn (1990:807), defines as 'dysfunctional behaviour', can manifest as

aggression, projection or avoidance.

3.17. DATABASE INTEGRITY AND ACCESS TO ALL STAFF

The employment of advanced database technology (McClea and Yen, 2005:98),

within the university departments will provide them with the ability to share data

with the rest of the campus through a common application, while keeping a

location which contains historical and current data, appropriate to the department.

This data should be derived directly from the database solution through a

communication flow determined by the needs of the departments. Furthermore,

according to McClca and Yen (2005:98), the system should only require updates

and should not receive inputs or deletions, but instead act as a single repository

for admission data.

MeClea and Yen (2005:98), are of the opinion that the software must be capability

to generate information from the collection of data gathered in the applications.

The software should serve as the foundation of data for all of the proposed

reporting systems, so as to allow for an equilibrium of redundancy and the

capability to authenticate information and bring out mistakes. The automated

reports should reflect standardized reports needed on a consistent basis. These

reports should reflect summarized data and can be distributed as a high-level

information report. The Internet-based solution should be utilized by the staff

within the department to generate standardized reports and queries on the data, so

as to offer the capability to monitor departmental goals and strategy.

3.18. QUALITY ACTION TEAMS

A team is a group of employees (Okes and Westcott, Online:200 I), who perform

interdependent projects to work toward a mutual mission. Some teams have a

lifespan, lor instance a design team developing a product, or a process,

improvement team organized to solve a special problem.
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Others teams are ongoing, such as a department team that meets regularly to

review goals, processes and performance. Understanding the many

interrelationships that exist between organisational units and processes, and the

impact of these relationships on quality, productivity and cost, makes the value of

teams apparent, in particular as it pertains to the development of an online system

to manage registration processes for a tertiary institution.

3.19. CONCLUSION

From the literature cited in this literature review, it is clear that IT can be

deployed to alleviate the issues pertaining to the registration process at

universities. This trend maps to the concept of a 'web revolution' as proposed by

Turban, Mcleon and Wetherbe (2002: 120), in which organisations for a plethora

of valid business reasons are 'forced' to transform to the 'digital economy'.

In the next chapter, the student and employee registration survey design and

methodology will be expanded upon.
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CHAPTER4:

STUDENT AND EMPLOYEE REGISTRATION SURVEY

DESIGN AND METHODOLOGY

4.1. THE SURVEY ENVIRONMENT

The Cape Peninsula University of Technology (CPUT) provides higher education,

mainly to the greater community of Cape Town as well the rest of South Africa,

including to some international students. In this research study, students that have

registered at the university, the Registration, Academic, ICT, Finance, Faculty

Office and the Examinations departments as well as randomly chosen employees

and students will form the survey sample. The Academic Departments involved

include the Mechanical Engineering, Civil Engineering and the Industrial

Engineering Departments.

4.2. AIM OF THIS CHAPTER

The aim of this chapter and the survey contained therein is to determine what the

key factors are for streamlining a registration process, and implementing such

proeesse within CPUT. The ultimate objective being to solve the research

problem as defined in Chapter 1, Paragraph lA, and which reads as follows:

"The poor quality ofthe registration process for students at the Cape Peninsula

University of Technology, adversely impact 011 the organisations' cfficiency".

4.3. TilE TARGET POPULATION / CHOICE OF SAMPLING METHOD

It is required with any survey, that the target population be clearly defined, which

Collis & l Iusscy (2003:56), define as follow: "A population is any preci ely

defined set of' people or collection of items which is under consideration".

According to Colli and Hussey (2003:155-160), a sample is made up of some of

the members of a 'population' (the target population), the latter referring to a body
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of people or to any other collection of items under consideration for the purpose

of research. The 'sampling frame' according to Vogt (1993) and cited by Collis

and Hussey (2003: 155), represents a list or record of the population from which

all the sampling units are drawn.

The 'student' target population fomling the sampling frame is made up of 28720

CPUT students on the Bellville campus. The sample consists of 50 CPUT

students. The method of probability sampling used is random sampling. The

customer satisfaction survey was e-rnailed to the 200 potential student

respondents.

The 'employee' target population forming the sampling frame is made up of 3045

CPUT employees. The sample frame consists of 30 CPUT employees. Purposive

sampling is used for the employee registration survey, as the researcher has

chosen people who typically deal with the registration of students and wbo also

represent diverse perspectives on the issue registration. Tbe majority of the

employees, who comprise the sample, were departmental managers from the

academics sphere and the administration sector who supplies the registration

service to the students at CPUT.

According to Babbie (2005: 196-197), there are two reasons for using random

selection method . First, this procedure serves as a check on conscious or

uncon cious bias on the part of the researcher. Random selection erases the

danger of the researcher who elects cases on an intuitive basis to support his or

her research expectations or hypotheses. Second, random selection offers access

to the body of probability theory, which provides the basis for e timating the

characteristics of the population as well as estimates of the accuracy of the

samples.

The sampling frames were specifically chosen in order to validate the practicality

of the concepts as presented here. However, the risk of bias, which cannot be

statistically eliminated, is recognised by the author due to the mall number of

respondents to the registration survey and the fact that certain departments within

CrUT were intuitively chosen by the researcher to form part of the research.
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)i;> The target population for the unstructured interviews (refer Paragraph 1.6.1)

was drawn from the University of Johannesburg, the University of South

Africa, Rhodes University and Integrated Tertiary Software (Pty) Ltd

4.4. DATA COLLECTlON

Emory and Cooper (1995:278), distinguish between three primary types of data

collection (survey) methods namely:

)i;> Personal interviewing.

)i;> Telephone interviewing.

)i;> Self-administered questionnaires/surveys.

The primary data collection method used in this survey is the self-administered

questionnaires/surveys.

Laf'orte (1997), is of the opinion that another source of information that can be

invaluable to qualitative researchers, is analysis of documents. Such documents

include official records, letters, newspaper accounts, diaries, and reports, as well

as the published data used in a review of literature. These have in addition to the

survey been used by the researcher in the collection of data. The data collection

method used in the survey, falJs within the context of a survey, defined by Collis

& Hussey (2003 :60), as: "A sample of subjects being drawn from a population

and studied to make inferences about the population".

The survey conducted in this dissertation falls within the ambit of the 'descriptive

survey' which is determined by the purpose of the study (Ghauri, Grenhaug &

Kristianslund, 1995:58-64). The data collection methods used fall within the

ambit of both the definitions attributed to the concepts 'survey' and 'field study'.

Rcrncnyi el 0/. (2002:290). cited by Watkins (2008:54), define the concept of

'survey' as: " ... the collection of a large quantity of evidence usually numeric, or

evidence that will be converted to numbers, normally by means of a

questionnaire", while according to Gay and Diebl (1992:238), 'survey', IS an

attempt to collect data from members of a population in order to determine the

current statu of that population with respect to one or more variabIcs. Kerlinger
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(1986:372), defines 'field study' as non-experimental scientific inquiries aimed at

discovering the relations and interactions among ... variables in real ... structures.

As with the case of most academic research, the collection of data forms an

important part of the overall dissertation content.

Leedy and Ormrod (2005: 185), point out that a questionnaire allows the

participants to respond to questions with assurance that their responses will be

anonymous. This means the respondents can be more truthful than they would be

in a personal interview.

4.5 MEASUREMENT SCALES

The survey is based on the Lickert scale, where respondents are asked to respond

to questions or statements (Parasuraman 1991:410). The Lickert scale is chosen as

the scale can be used in both respondent-centred (how responses differ between

people) and stimulus-centred (how responses differ between various stimuli)

studies, and it is most appropriate to glean data in support of the research problem

in question (Emory and Cooper 1995:] 80-] 8 J). According to Emory and Cooper

(1995: 180-181), the following are the advantages of the Lickert scale:

lo> Easy and quick to construct.

rEach item meets an empirical test for discriminating ability.

;.... The Lickert scale is probably more reliable than the Thurston scale, and it

provides a greater volume of data than the Thurston differential scale.

;.... The Lickert scale is also treated as an interval scale.

Rcmcnyi, William" Money, Swartz (2002: 153- J 54), are of the opimon that

interval scales facilitate meaningful statistics when calculating means, standard

deviation and Pearson corrclati n coefficients.

4.6 THE DEMAND FOR A QUALITATIVE RESEARCH STRATEGY

The author acknowledges that numerous strategies can be applied to imilar

research projects. In thi research, the well-known concepts of objectivity,

reliability etcetera, inherited from the empirical analytical paradigm, is suggested
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for business research in the traditional way. Emory & Cooper (1995: 156) defines

these concepts as follows:

~ Practicality: Practicality IS concerned with a wide range of factors of

economy, convenience, and interpretability.

~ Validity: Validity refers to the extent to which a test measures what we

actually wish to measure. Yin (2003:34), identifies 3 subsets to the concept

validity namely, construct validity, internal validity and external validity.

~ Reliability: Reliability has to do with the accuracy and precision of a

measurement procedure.

4.7 SURVEY DESIGN

Collis & Hussey (2003:60-66), expresses the opimon that research should be

organised in order to make the best of opportunities and resources available.

Furthermore, to provide a coherent and logical route to a reliable outcome,

research must be conducted systematically, using appropriate methods to collect

and analyse the data. The survey should be designed according to the following

stages:

;;.> Stage one: Identify the topic and set some objectives.

> Stage two: Pilot a questionnaire to find out what people know and what they

see as the important issues.

:,... Stage three: List the areas of information needed and refine the objectives.

;;.... Stage four: Review the responses to the pilot.

r Stage jive: Finalise the objective.

).- Stage six: Write the questionnaire.

;;.... Stage seven: Re-pilot the questi nnaire.

:,... Stage eight: Finalise the questionnaire.

;;.... Stage nine: Code the questionnaire.

The survey design to be used in this instance is that of the descriptive survey as

opposed to the analytical survey. The descriptive survey is according to Collis &

Hussey (2003 :60-66), frequently used in business research in the form of attitude

surveys. The descriptive urvey as defined by Ghauri, Gronhaug and Kristianslund

(1995:60), has furthermore the characteristics to indicate how many members of a
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particular population have a certain characteristic. Particular care was taken to

avoid bias in the formulation of the questions. According to Patel, Tong & Elliot

(2005:28) (citing Leedy & Ormrod 2005), questionnaire construction is a very

demanding task, which requires not only methodological competence but also

extensive experience with research in general and questioning techniques in

particular.

The statements within the survey have been designed with the following

principles in mind:

" Avoidance of double-barrelled statements.

" Avoidance of double-negative statements.

" A voidance of prestige bias.

r Avoidance of Icading statements.

;..> Avoidance of the assumption of prior knowledge.

4.8 VALIDITY AND RELIABILITY ISSUES

According to Janesick (1998:44) citing Yin (2003), a fatal flaw in doing case

studies is to conceive of statistical generalization as a method of generalizing the

results of the case. This flaw exists because cases are not 'sampling units', and

should not be chosen for this reason. The researcher thus acknowledges that

results obtained from the research should not be generalized. According to Babbie

(2005:285), survey research is generally weak on validity and strong on

reliability. According to Denzin (1998:328), qualitative research is biased,

because interpretation produces under tandings which are shaped by class,

gender, race, and ethnicity. Maltcrud (1998:329-330), expresses the view that

qualitative research presents a perspective that is always partial, and findings that

represent only a temporary and limited view. TIle researcher also acknowledges

that de criptions and explanations involve elective viewing and interpretation,

and that they cannot be neutral, objective or total (Mason, 1996: 6).
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4.9 THE RESEARCH QUESTIONAIRE

A questionnaire 1S a quantitative data collection method, which has several

advantages, namely:

» It is relatively economical.

>- It can ensure anonymity.

>- It contains questions for specific purposes.

>- Existing questionnaires can be used, or modified.

The purpose of the questionnaire is to determine presence of diversity, the vision

and commitment to diversity, the educational benefit of diversity, responsible

interactions and the supportive climate for diversity. There are two questionnaires

sets for this survey, namely:

,.. Section 1: CPUT Registration process survey for staff.

,. Section 2: CPUT Registration process survey for students.

A list of the questions in the research questionnaire, are listed below for ease of

reference.

4.9.1 Registration process survey for staff

The objective of this survey is to determine how staff feel about various issues

relating to the regis tration process at CPUT.

Staff were informed that:

r: There will be complete anonymity regarding the survey.

,.. There arc no right or wrong answers to any items in this questionnaire, it is

your opinion regarding each of the statements that matters.

:,.. This survey contains a number of statements about their experiences with

registration at CPUT. They were requested to respond to each of the

statements by marking the appropriate block with an X or a tick.

>- The number in the answer block should be ticked tbat 1110st accurately fits

the extent to which they agree with the statement description.

An example (See Table 4. J) of the process to be followed was provided.

75



Table 4.1: Example of staff registration survey. (Source: Own source)
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I All co-requisites must be on the database -J

The questions for the staff are listed in Table 4.2 below for ease of reference.

Table 4.2: Staff registration survey questions. (Source: Own source)

Q 1: Do you think that CPUT could improve the quality of the registration process?

Q 2: Can the process be refined or improved on?

Q3: Do you think that an Internet registration process would be more effective?

Q4: The introduction of Internet registration and using online banking will reduce

the long queues during registration?

QS: Could Internet registration work in CPUT current setup?

Q 6: Would Internet registration help students register faster and easier?

Q7: Should registration be centralized?

Q8: Should students go to other buildings in the registration process?

Q9: Should CPUT have a standard timetable?

Q 10: Should CPUT have a standard venue timetable?

Q 11: Should all pre-requisites be on the database?

Q 12: Should all co-requisites be on the database?

Q ]3: Should CPUT have a separate administration registration period']

Q 14: Should CPUT have a separate academic registration period?

Q 15: Should CPUT have a combined registration period?

Q 16: Should CPUT increase the registration period?

Q ]7: Should CPUT have more staff to man the different points, especially at the

cashiers during the registration period?

Q 18: Administrative staff, assisting with registration, should have a proper schedule

for breaks during registration period.

Q 19: Should CPUT have a procedure in place to allow lor payment for registration to

take place belore students register?

Q 20: Should CPUT have kiosk / helpdesk at dillerent and as many places as possible,

to handle queries Ir0111students during registration?

Q 21: Should CPUT use the DOE database

Q 22: Students must be able to register online from any computer that is connected to

the internet.

Q23: Web interface must be designed to allow for online registration and

appl icat ions.
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Q 24: Students must be able lo pay for registration and application using the same web

interface.

Q 25: Students must be able to do course applications from any computer that IS

connected to the internet.

Q 26: Students must be able to check their outstanding balance from any computer

that is connected to the internet.

Q 27: Students must be able to check prerequisites and co requisites for the subjects

that they wish to do from any computer that is connected to the internet.

Q28: Students must be able to check their examination and progressive marks on any

computer that is connected to the internet.

Q 29: Students should not have to spend more time than what is absolutely necessary

to register at CPUT.

Q30: Queues for registration must be shortened, (only students with special cases

should have to stand in queues).

Q 31: Students should not need to walk from one building to another too register.

Q32: A single, updated and clean database must be created.

Q33: Academic, ICTS, registration, finance and examination departments must work

together too continuously to improve the registration process.

4.9.2 Registration process survey for students

The objective of this survey is to determine how students feel about various issues

relating to the registration process at CPUT.

Students were informed that:

;;.... There wiIJ be complete anonymity regarding the survey.

;;. There are no right or wrong answers to any items in this questionnaire, it is

your opinion regarding each of the statements that matters.

r This survey contains a number of statements about their experiences with

registration at CPUT. They were requested to respond to each of the

statement by marking the appropriate block with an X or a tick.

).> The number in the answer block should be ticked that most accurately fits

the extent to which they agree with the statement description.

An example (Sec Table 4.3) of the process to be followed were provided.
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Table 4.3: Example of student registration survey. (Source: Own source)

Questions

I All co-requisites must be on the database

The questions for the students are listed in Table 4.4 below for ease of reference.

Table 4.4: Students registration survey questions. (Source: Own source)

Q 1: CPUT could improve the quality oftbe registration process

Q2: The process can be improved on?

Q3: Do you tbink tbat an Internet registration process would 'be more effective?

Q4: The introduction of Internet registration will reduce the long queues during

registration

Q 5: Could Internet registration work in the universities current setup?

Q6: Internet registration would help students register faster and easier

Q7: Registration sbould be centralized

Q8: Students could go to other buildings in the registration process?

Q9: CPUT should have a standard timetable?

Q 10: CPUT should have a standard venue timetable.

Q 11: All pre-requisites must be on the database

Q 12: All co-requisites must be on the database

Q 13: CPUT must have a separate administration registration period')

Q 14: CPUT must have a separate academic registration period

Q 15: CPUT must bave a combined registration period

Q 16: CPUT must increase the registration period

Q 17: CPUT must have more staff to man the di fferent points, especially at the

cashiers during the registration period

Q 18: CPUT must allow for the payment or registration to take place, before students

register

Q 19: CPUT should have kiosk I helpdesk at different and a many places as possible,

to handle queries from students during registration

Q 20: CPUT must use the Department of Education's database

Q 21: Students must be able to register online from any computer that is connected to

the internet.

Q 22: A web interface must be designed to allow for online registration and

applications.

Q23: Students must be able to pay for registration and application using the same web

interface.
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Q 24: Students must be able to do course applications from any computer that is

connected to the internet.

Q 25: Students must be able to check their outstanding balance [rom any computer

that is connected to the internet.

Q26: Students must be able to check prerequisites and co requisites for the subjects

that they wish to do [rom any computer that is connected to the internet.

Q 27: Students must be able to check their examination and progressive marks on any

computer that is connected to the internet.

Q 28: Students should not have to spend more time than what is absolutely necessary

to register at CPUT.

Q29: Queues for registration must be shortened, (only students with special cases

should have to stand in queues).

Q30: Students should not need to walk from one building to another too register.

4.10 CONCLUSION

In this chapter, the 'customer satisfaction' and 'employee satisfaction' survey

design and methodology were addressed under the following functional headings:

).> Survey environment.

>- Aim of the chapter.

>- Target population / Choice of sampling method.

y Data collection.

>- Measurement scales.

;,.. Demand for a qualitative research strategy.

).- Survey design.

;,.. Validity and reliability issues

,. Survey questions.

In Chapter 5, results from the survey will be analysed 111 detail and subsequent

conclusions drawn.
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CHAPTER 5: INTERPRETATION OF DATA ANALYSIS OF

RESULTS

5.1 INTRODUCTION

This chapter represents a statistical analysis of the questionnaires compiled by the

researcher. The aim of this study is to formulate an approach to the improvement

of registration processes at the CPUT. In this chapter the data obtained from the

completed questionnaires will be presented and analysed.

To serve the purpose of this research, descriptive and inferential statistics were

used to analyse the data. The data was analysed by using SAS procedures

developed for analysing information. As descriptive statistics, frequency tables

displayed in Paragraph 5.8.2 shows the distribution of statement responses.

Comparative statistics to determine equal proportions and for determining

whether there is an association between staff and students in connection with the

responses on the statements, are shown in Paragraph 5.8.4.

The Chi-square (two-sample) tests are probably the most widely used

nonparametrie test of significance that is useful for tests involving nominal data,

but it can be used for higher scales as well like cases where persons, events or

objects arc grouped in two or more nominal categories such as 'yes-no' or cases

A, B, C or D. The technique is used to te t for significant differences between the

observed distribution of data among categories and the expected distribution

based on the null hypothesis. It must be calculated with actual counts rather than

percentages (Cooper & Schindler, 2006:499).

SAS computes a P-value (Probability value), that measure statistical significance

which automatically incorporate the chi-square values. Results will be regarded as

significant if the p-values are smaller than 0.05, because this value presents an

acceptable level on a 95% confidence interval (p $ 0.05). The p-value is the

probability or observing a sample value as extreme as, or more extreme than, the

value actually observed, given that the null hypothesis is true. This area represents
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the probability of a Type 1 error that must be assumed if the null hypothesis is

rejected.

The p-value is compared to the significance level (ex) and on this basis the null

hypothesis is either rejected or not rejected. If the p value is less than the

significance level, the null hypothesis is rejected (if p value <ex, reject null). If the

p value is greater than or equal to the significance level, the null hypothesis is not

rejected (if p value ~ex, don't reject null). Thus with ex=0.05, if the p value is less

than 0.05, the null hypothesis will be rejected. The p value is determined by using

the standard normal distribution. The small p value represents the risk of rejecting

the null hypothesis.

A difference has statistical significance if there is good reason to believe the

difference does not represent random sampling fluctuations only. Results will be

regarded as significant if the p-values are smaller than 0.05, because this value is

used as a cut-off point in most behavioural science research.

/5.2 DATA FORMAT

The data was provided in paper form and then converted into an electronic f01111at

in Microsoft Excel. The questionnaires were captured by the researcher in an

Excel worksheet, which were then transposed and adapted to the COITect format

for analysis purposes. Tt was then imported into SAS through the SAS ACCESS

module. This information was then analysed and interpreted.

/ 5.3 DATA VALIDATION

Descriptive statistics for each variable to determine whether all answers fall in

boundaries of the question were printed. A cross analysis was performed on

linked and test variables to determine whether they compare.
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/5.4 PRELIMINARY ANALYSIS

A Uni-variate analysis was executed on all variables, displaying frequencies,

percentages, cumulative frequencies and cumulative percentages for both the staff

members and students.

5.5 TECHNICAL REPORT WITH GRAPHICAL DISPLA YS

A written report with explanations of all variables and their outcome were

compiled. Cross analysis of variables where necessary with, statistical probability

attach to indicate the magnitude of these probabilities were also performed.

5.6 ASSISTANCE TO RESEARCHER

The conclusions made by the researcher, is validated by the statistical report. Help

was provided to interpret the outcome of the data. The final report written by the

researcher was validated and checked by a qualified statistician, to exclude any

misleading interpretations.

5.7 SAMPLE

The target popt-dation was represented by staff members and students of CPUT.

5.8 ANALYSIS

In total 50 students and 30 staff members answered the questionnaires. Some of

the variables had missing values (no responses), and are indicated as unknown in

the descriptive tables.

5.8.1 Reliability testing I

A reliability test (Cronbach's Alpha Coefficient) was executed on all the

statements made. Cronbach's Alpha is an index of reliability associated with the
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variation accounted for by the true score of the "underlying construct". Construct

is the hypothetical variables (statements) that are being measured.

According to the Cronbach's Alpha Coefficients (Refer Table 5.1), underlying

constructs for the staff members were not as consistent and reliable as for the

students. An acceptable level is more than 0.70 and for statements 22, 23 and 24

of the staff members the Cronbach Alpha Coefficients were just less than 0.70. It

means that the variability of the error is more than 30% for these statements.

I. .CPUT~-;uld imp-;ove th~ q~;;i~y;f--;i; ;~g;~7~;ïi~~-;;';~~~'~~QO I---T0.7296----·.------:

TI~e registration process canbe improved 0;17' . . Tooi'" T6~73-67' - ..-- -.- .
i ..- _ _..- .

Do you think that an Internet registration process would be I Q03 I 0.7031

I . ;. _ .. _._
The introduction of Internet registration will reduce the I Q04 I 0.7289

long queues during registration. I

Table 5.1: Cronbachs Alpha Coefficient

.._ -.. 1 .. -.-. -_.
Statements (Test all statements without current one's input) ,Variable

I

Staff members

2.

I 3.

more effective?

4.

,5. Could Internet registration work in the universities CUlTent ~-Q05

setup? I

I 6. Internet registration woule! help students register faster and Q06

easier. 1.

7. Registrau 11 should be centralized. Q07

8.
1

Students could go to other buildings in the registration TI Q08

process?

I 9. CPUT should have a standard timetable? Q09

QIO

QII

1 QI2

10. CPUT should have a standard venue timetable.

II. All pre-requisites must be on the database.

12. All co-requisites must be on the database.

13. CPUT must have a separate administration registration Q 13

period.

14. CPUT must have a separate academic registration period. 1QI4

lQ~5
Ql6

1

15. CPUT must have a combined registration period.

16. CPUT must increase the registration period.
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1-- __.. --_ •..•
Cronbach's Alpha'

Coefficient

0.7417

0.7491

I 0.7851

- ---I

0.7308

0.7240

0.72 12

. 0.7212

0.7170
- .

I
1 0.7170
ri 0.7999
1- -
I 0.7761
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r---'--"'- ---- ... ---- ..--.-- ---- -.._ .---- ------. -------·----------·--·-------,--·--·--·-----f·-------·---- ---- .. ~
I Statements (Test all statements without current one's input) I Variable Cronbach's Alpha:
I I!
i . _..... _...... _.. '. ... ._._.,..,..---l_~.~:-- ..L~~~!~~i~~t__.__.._..J
! 17 CPUT must have more staff to man the different points, i Ql7 0.7287

iespecially at the cashiers during the registration period.
f .. ·······00 .•. 0 0 .•....•.... - - ._... - - - .. --._, -- -

I 18. Administrative staff, assisting with registration, should I
I

have a proper schedule for breaks during registration !
period.

19. CPUT must allow for the payment of registration to take ; Q 19

place, before students register.

0.7233

r··· - -. . -.. . - - - ·--"··--··--··C - ..- ..- - _ _ _ _- .._- ---1
I 20. CPUT should have kiosk / helpdesk at different and as Q20
!! many places as possible, to handle queries from students
,I during registration.

'I'" ~~: ·~i~:I~:l::l~l:~~tS:~I:::~:a:::~:~~;~~~~~:~~.~~~~~:~~:~:::ter ~~~

that is connected to the internet.

23.-- A ;;eb interface must be- desig~ed -ï~JIo~~-;:-0~~;rQ2'3
I

registration and applications. I
-.- .._.-_.--_.--.--L..--.

24. Students must be able to pay for registration and I Q24
Iapplication using the same web interface. t

- - ------_._"'"
25. Students must be able to do course applications from any' Q25

computer that is connected to the internet. i
26. Students must be able to check their outstanding balance Q26

frorn any computer that is connected to the internet.
1.

Students must be able to check prerequisites and co ' Q27
I

requisites lor the subjects that they wish to do fr0111any

computer that is connected to the internet. I

27.

28. Students must be able to check their examination and Q28

progressive marks on any computer thai is connected to

the internet.

0.7209

I._ ..,--
I 0.6937

0.7160
I----·4

--1
0.7163

0.7060

0.7J43

29. Students should not have to spend more time than what is Q29 0.7156

absolutely necessary to register at PUT.

30. Queues lor registration must be shortened, (only students Q30 0.7158

with special cases sh uld have to stand in queues).

31. Students should not need to walk from one building to i Q31 0.7076
:

another to register.
I I

t Q32
i- i32. A single, updated and clean database must be created. 0.719J

.I
33. Academic, 1 TS, registration, finance and examination Q33 0.7242

I
I

departments must work together to continuously improve I

l.. .I
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rst;;~~~ent;(T~;t-;ïï-~tat~~entswiÏ:-I~o~t-;;~~;l~;;';input)-~-Variabl;-r C~nbach~- Alpha I
I nr. ! Coefficient I
L_.__ _._ __ _ _ __.. _ _._ __ .._ _.,_. •
! the registration process.
f-·····-- - ----. . -.. _.- ..--. - -. ----- ..--.- -- .-- .----- ------ - -I Cronbach's Coefficient Alpha for standardized variables 0.8354
I Ir- -..- ..-_ -.......... ...- - ..-- ..- ..--. .-. --. -----.- - - ----- - --- --- - --------- - --.- ...• -.--.----.-----

[_:~~~~_~~~~'~-=~_~~~c.~nt~I~~)~~~~~a~'_~~~~~~~ ..... . ;-~:~~:~_ ... J
l_Students_______ 1
II. CPUT could improve the quality of the registration process. : QOI .. 0.8229

.. _ 4·--.- __ ._- ......---_ ..__.. ....._......__ .....j
2. The process can be improved on? . Q02 0.8196 I

3. Do you think that an Internet registration process would be Q03

more effective?
!
i 4. The introdu~ïion of lnU;~et ~~gist;;;ion~~~-il r~duZe th; I 0"04

long queues during registration.

5. Could Internet registration work in the universities current Q05

setup?

6. Internet registration would help students register faster and Q06

easier.

7. Registration should be centralized. Q07

8. Students could go to other buildings in the registration Q08

process?

9. CPUT should have a standard timetable? Q09
__j - -

10. CPUT should have a standard venue timetable. QI0

QII

QI2

I I. All pre-requisites must be on the database.

12. ;\11 co-requisites must be on the database.

13.
r

CPUT must have a separate administration registration i Q 13

period.

0.8282

0.8304

0.8334

0.8243

0.8258

0.8370

I 0.8292
0.8286

: 0.8277

, 0.8291

0.8183

14. CPUT must have a separate academic registration period. Q14 0.8200

15. PUT must have a combined registration period. I Q15 I 0.8322

16. CPUT must increase the registration period. QI6 0.8319

17 PUT must have more staff to man the different points, Q17 0.8288

especially at the cashiers during the registration period.

18. CPUT must allow for the payment or registration to take QI8 0.8415

place, before students register.

19. CPUT should have kiosk / helpdesk at different and as QI9 0.8319

many places a possible, to handle queries from students'

during registration.

20. CPUT must usc the Department of Education's database. I Q?O 0.8220I -
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I
r 29.

I 30.

St;t~-J;;~nt~-(T;~-t;ïi-~t;t;~~t~--wjthout cu-;;ent-one;;-jnpllt)lVa~jable TCro~b-~-~il's ÁÏphal
I I II nr. I Coefficient !

--.- ----..-----..-.--.--.-..- --.-------~!--.-..--.,..-----..-1-·- ..------·-----·---1
21. Students must be able to register online from any computer i Q21 I 0.8290 I

I

I
22.

that is connected to the internet.

A web interface must be designed to allow for online ' Q22

registration and applications.

I 0.8304

I
I 23. Students must be able to pay for registration and Q23

application using the same web interface.

0.8210

Students must be able to do course applications from any : Q24
I

I 0,8182

computer that is connected to the internet.

Students must be able to check their outstanding balance I Q25
I

-l'--'--' __ .. .... __J
0.8278 :

I

I
1..-- -_
I 26.

from any computer that is connected to the internet,
i~ _.--- _. - -------- --.-.-------- -1---- · J..- · I

Students must be able to check prerequisites and co : Q26 0.8256 I

requisites for the subjects that they wish to do from any!

computer that is connected to the internet.
---- ---_ ------------

Students must be able to check their examination and I Q27 0.8290

progressive marks on any computer that is connected to

the internet.

---l

I
I

28.
--1

I
I

1

--J
I
-i

Students should not have to spend more time than what is I Q28
I

absolutely necessary to register at CPUT. I
I 0.8314

Queues for registration must be shortened, (only students Q29

with special cases should have to stand in queues).

0.8347

Students should not need to walk from one building to I Q30 0,8363

another to register. ,

1
0.8513, Cronbach's Coefficient Alpha for standardized variables

Cronbachs Coefficient Alpha for raw variables 0.8331

5.8.2 Descriptive statistics

It is of importance for the reader to note that the number of respondents (N) may

di ffcr (rom variable to variable due to the fact that. ome of the variables were not

answered. Table 5.2 and Table 5.3 show all the categorical variables in the

questionnaire with the frequencies in each category and the percentage out of total

questionnaire for staff members and students respectively. In some cases there

were no answers given (left blank) in the que tionnaire. These are shown as

'unknown'.
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Table 5.2: Descriptive statistics of staff members on all statements

j Categories Frequency Percentage

1
out of total

lity of the Strongly agree 22 73.3%
•••••••••••• H"_"'_

Agree 8 26.7%
i

l Do not know 0 0.0%
........_.H ...._.. .......__ .._ -------
Disagree 0 0.0%

Variables

I. CPUT could improve the qua

registration process.

.............._..,.._ _ _ _ _-_ .. - .. .f..

2. The registration process can be improved ! Strongly agree

on?

o
0.0%

Strongly disagree 0.0%

Unknown

18 60.0%

o

Disagree 0.0%

I Strongly disagree 0.0%
[__
i Unknown 3.3%

r 3.
..,- --

Do you think that an Internet registration I Strongly agree
i. "H' • ___ , __ •

process would be more effective? I Agree
I -- ,~

Do not know
._.. - ,._ .... --r

3.3%I
I - _ .•..rDisagree 2 6.7%
." . H""" ___ . -

Strongly disagree I ! 3.3%
I,

Unknown I 0 1'0.0%
I I- , -

4. The introduction of Iruemet registration Strongly agree 119 63.3%

will reduce the long queues during Agree i 9 30.0%

registration. Do not know ! I 3.3%

Disagree 0 0.0%

Strongly disagree 0 0.0%

Unknown 3.3%

/5.
Could Internet registration work in the Strongly agree Il 36.7%

universities current setup'! Agree 6 20.0%

Do not know t JJ 36.7%
I- IDisagree 0 10.0%

Strongly disagree 0 0.0% 1
Unknown 2 ! 6.7%

6. Internet registration would help students Strongly agree 15 I 50.0%
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Variables I Categories Frequency Percentage

out of total

register faster and easier. Agree 12 40.0%

Do not know 2 6.7%
,.__ ..

Disagree 0 0.0%
.L

Strongly disagree 0 0.0%

! Unknown I [3.3%
._o".

7. Registration should be centralized. Strongly agree I I 136.7%
........•. _ ......_ .._._ ..._-_._ ..._ ..._. i- ...- ....-_ ..._-_ ..._ ..

Agree lO 33.3%
····r······

6.7%Do not know 2

Disagree 4 13.3%
-_.__ .._------- ..._•..._ ..I Strongly disagree 2 6.7%

i Unknown

8. Students could go to other buildings in

the registration process? I Agree

I Do not know

I Disagree
I

9. CPUT should have a standard timetable?

5

6

9

Agree I 7

Do not know I 2

Disagree I 4

Strongly disagree I0
Unknown ' 2

10. CPUT should have a standard venue Strongly agree

timetable. Agree

Do not know

Disagree

I 16

10

Strongly disagree 0

3

11. All pre-requisites must be on the I Strongly agree

Unknown 0

database. Agree

Do not know

Disagree

88

22

8

1 0

o

30.0%

0.0%
-------~

50.0% I
_J

23.3% I

·-16.7% I
I
I

13.3%
--I

I
I

0.0% 'j
i

6.7% 1
I-
153.3%

--I
33.3%

3.3%

10.0%

0.0%

0.0%
I

- -I
73.3%

26.7%
- i

I
I

I ---0.0%

0.0%



· --- ...---- .....---------.--.- .---.-----,--.----.----;----T;·-----r-----·---'
Vanables I Categones ! Frequency I Percentage I

I 1 1 iI I! out of total I
..__._.._._.. ... .__. .···-·----i··--·-·------·-L- ..------l------- ......,

! Strongly disagree 0 i 0.0% I
i. ! IrU~k;~~;;------ -··O---·---Tifoo/;------i

.- - --- - -..-..---.-. --- -..- - - ----:··--·-···-·····-·----·t---·-----··-L- - --_j
12. All co-requisites must be on the i Strongly agree 21 I 70.0% I

i I! ~

I Agree I 8 26.7% i
___ -i-_. -'

! Do not know I 0 0.0%:
....._._-__-_.._----+-:- _.__..__.-;--_.__.___.._ _ !

Disa~ree __ _.10 . ~ 0.0% _._ i
I Strongly disagree 0 0.0%:
f Unknown- - -.- -. - ~·l -.-.--. - -.; '3"5%'- .. -- ~

I I
-_..•.__ ..•.._._--:-_._----_. --------- -- ,--_._--.....;------ ~1"13'.... -···-··--·-ëpUT-;·~~~-h-a-v;;- aseparale: Strongly a~.r~ -I~3 _. .__ ;_~.~O_% !

administration registration period. : Agree 5 i 16.7%
- - .-' --_ .._-_._-+---- . ._-----,
Do nol know I 8 i 26.7%

p)i~~gre~- - -- r---·j6.7% I:~:~:~:i"g"e-~-jjor -,

- i
!
!-I

1---· - -·1
126.7%

database.

14. CPUT musi have a separate academic Strongly agree

registration period. Agree I 16.7%

I Do not kno~
r--
I Disagree 6.7%

Strongly disagree 3.3%
-t- -
13.3%

13.3%

Unknown I~-
I 1

1
15

.
CPUT musi have a combined

registration period.

Strongly agree I 4

Agree 15
Do nol know I 3

I

Disagree 16
Strongly disagree 11

I

Unknown -1 - --1

3.3% '

I
'1'

16.7%
-

110.0%

l
- -_J

36.7% I
20.0%

16. PUT must increase the registration

period.

Strongly agree 4 13.3%

Agree I 3 10%

~ 6.7%

126.7% I

,43.3%
-1

I
! ~! 0.0% I!, I-t-

i 73.3%
- _J

Do not know
~.

: 2

1 8Disagree

Strongly disagree 113
Unknown I 0

CPUT must have more staff to man the I Strongly agree j 2217
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r ._.-._-_--.-------------.----------------1------------- -----,-----------..------------ - --jI Variables 1 Categories I Frequency: Percentage I
I i i out of total i
. I: J. -'-'- --....-._-- __-- . ---__ --__ __--. -----. -------------I'------------- ..l.--- ----- - --,

different points, especially at the I Agree 6 : 20.0% !
i-- j__------! -----~

cashiers during the registration period. ! Do not know I 0 i 0.0% !
[ï);;;g~-----r---1-6:7o/~------:
, Strongly disagree I 0 i 0.0% ~

! Unknown I 0 0.0% i

I I I •

I 18. CPUT must allow for the payl11~;;t-~f~·-strongïy-~~~~--~~~L16~----~=-~:-5i~-~~~=--~-~1

I ::::::::';00 to take place, before students ~; ~~=t~~~-~"=j
II

! Disagree 1 2 . 6.7 % :
I ! I
! Strongly disagree ---rO- --------1" 0.00/0--- .--- -I
I I I !

1__ __~-U)-lkJ-l~Wn _ I O-~_--_-_~-~-O_~_OIc~o~_-_-_]
19. CPUT should have kiosk / helpdesk at \ Strongly agree I 22 I 73.3% I

different and as many places as possible, . A~ree---- -----r .5 + 16:7% - .. ---j
I 0 I

to handle queries from students during f- -- - -- -.- . IDo not know ; 3.3%

I Disagree lO! 6.0°;;;-- - \
Strongly dis~gree - j- 0 0.0%-1

Unkn~~l - 12 '-6.70/0 - --- i
CPUT must LIse the Department of Strongly agree -116

l 6
16
Ir

registration.

20.

Education's database. Agree

Do not know

Disagree

I Strongly disagree

Unknown

21. Students must be able to register online Strongly agree

from any computer that is connected to

the internet.

Agree

Do not know

Disagree

Strongly disagree

Unknown

22. A web interface musi be designed lo Strongly agree

allow for online registration and Agree

applications. Do not know

Disagree

90

19

6

2

18

8

--- ----1
53.3% ;

I

, 20.0%

20.0%

i 0.0%

13.3%

3.3%

63.3%

20.0%

6.7%

3.3%

3.3%

3.3%

60.0%

26.7%

3.3%

3.3%

i
--j

I
I
I

I

- j,
I

1

I
1



r- V;;i~bï~~----------------------..-.---..-- - -·--··-----;11-ca ieg~rie-s-----rF;;q~~~;~yl-·P--;rc~-;;-tag;-l
I .! I I'
i I I i out of total
r· ..- ..-.-.- - -- .-.--- ..- -- ..---------.-- -. -----.------ --. -- ---LStr-;;~gï-y-di~agr~;---r1-1------------·;.i-33o/~----1
: I i II r---------- ·----···---------,--0-------,
, i Unknown I I [ 3.31ti i
! l' ! ii - - -..-- ---..--.---.--.------- - ..-.- - -... ...- ..L __ .._ .._---·--·--·-·-·1-------- ------+--·-0-----·-+
23. Students must be able to pay for I Strongly agree I 18 I 60.0 Yo I

registration and application using the :-Agree ! 6 20.0%

same web interface. Do not know 10.0%

1'_ ._ .. _. '-,'" .-.---~,.--.--.- •.J._... ..._..__.. :
. Strongly disagree I I : 3.3% i

'..- ,. .---..-'- ---..[ · ·- ·..·-·..,..'t·..··..-'·..iï..- ..··--·-···--1
Unknown 2 t 6.71ti I

i :
Strongly agree ---I-·-ï9----· -·-·T6·3.3o/~----·--1

~ ;
_. --t-- ----------.,...----.------------<1

Agree i_5 ~ 6.7% ....i

i Do not know 4 i 13.30/0 Ijl.-._- ---- -- .__ . ._--_.---;
, Disagree I 0 0.0% i
1 I,!i-.-,- , -·r..---·-·-·-..·..·..---..r..·- ..-(J·--- ..···--··i
I Strongly disagree I I i 3.3 Yo I: j_. -1 ,
Unknown i 1 3.3% I

-I
I 23

Students must be able to do course24.

applications from any computer that is

connected to the internet.

25. Students must be able to check their Strongly agree

outstanding balance from any computer I Agree

that is connected to the internet. Do not know
,.
Disagree

Strongly disagree I 0

Unknown I I

26. tuderns must be able to check Strongly agree
fprerequisites and co requisites for the Agree

subjects that they wish to do from any

computer that is connected to the
Do not know

Disagree
internet.

Strongly disagree

Unknown

27. tudents must be able to check their Strongly agree

exarninat ion and progressive marks on

any computer that is connected to the

internet.
Do not know

Agree

Disagree

Strongly disagree

Unknown

28. Students should not have to spend more! Strongly agree 2 I

91

3

76.7%
, I

I 5-' -- ----~--ï6.·7°X--·~
-.j--.----- __J

I 13.3% I
-I 0 -- -"1 O.O%--·l

2

i 0

o
I I
I

21

4

3

o

0.0%

3.3%

80.0%

10.0%

6.7%

0.0%

0.0%

3.3%

70.0%

13.3%

10.0%

0.0%

. 3.3%_._-
13.3%

70.0% 1
I

J



r: · -.--.·-.··.·--.·..-.--..-..· - -·- ----.---.- ,----.--.-----.- -- - --,- ---"--"l
II Variables I Categories ! Frequency! Percentage

I ! i I
I I I i out oftotal '

[
'" · · · ·_ ···..··4·-·..· ·-·- _- ['· · -·· ·· - ..· ·..1 ·· · .. ·· .. · ·-·· ·· ..I

time than what is absolutely necessary to I Agree 5 I 16.7% I

I register at CPUT. t~~~~~~~w~~...~t=~==~..._L~·7~0~..==~.~j
I
I ! Disagree ~ ! 3.3% I

r Strongïy disagree 0-'---: O.oo/;----i
I ' . i

~29 Queues for registration mostb~1~~~~~-=~_t==s3~~~
I shortened, (only students with special f~~~~~ ..._._ ...__....._..J....,.._.......__........j.~~.,~o~o.... .....:

cases should have to stand in queues). . ~. 3 "0/ •; Do not know I ! .,) /0 :

I-··..~....···-····..·-···-··..-··..·...··-....;-· ........-·- ............~--o ..-..- ....- ....!
I DIsagree 0 ! 0.0 % I
; ---.--- -.-.-----..--_..-._.--_-..---.-.- --..- L, _._- __..__.--.--1
. Strongly disagree lO! 0.0% 1

. 30.-- Siuden" shouldoot n"dto-;;~fmm L~::~g,ee 1:1-~~=~0;~--=j
one building to another to register. I Agree .- ...-._.. ... ......"1"7 i 23.3% :

r Do not ~o~"'''- -... 0 ...- .. · ..1·6:..6..% ··...-~
I _ _ _ . .1-. _ _ _,

o ! 0.0%
!

Disagree

! ...
Unknown

31. A single, updated and clean database

J11U~tbe created.

Strongly agree

Agree

I Do not know

Disagree

Strongly disagree

Unknown

Administrative staff, assisting with

registration, should have a proper

schedule for breaks during registration

period.

32. Strongly agree

Agree

Do not know

Disagree

Strongly disagree

Unknown

33. Academic. ICTS. registration, finance Strongly agree
I

and examination departments must work Agree

together to continuously improve the

registration process.
Do not know

Disagree

92

o . 000/ 'i . /0 I
_,--------j
i 66.7% i
I

20
J

23.3%

3.3%

3.3%

o 10.0%
- +

3.3%

60.0%

33.3%

3.3%

o
I 0

fl

0.0%

0.0%

3.3%

24 80.0%

4 13.3%

I I
I

- -- ...
3.3%

lO
I

...
0.0%

-"'1
I

1

-i
j



i Categories Frequency Percentage

i
out of total

Strongly disagree 0 0.0%

Unknown 1 3.3%

Variables

r'Va~:i~bï~~"-""'".-...--·.--- ..-··-...-·...-.·.--....--.- ..~c.~;g~ri~;·-------TF·;~-q~~~-~y-rp~~-~~~~t;g~-l
I I! I
I I lout of total !

........................................... - _ _ _ _ _ .. _-+ - .. - -- - .. -- - .. - - i -..- - ----.-.J _ - 1
CPUT could improve the quality of the i Strongly agree I 36 72.0% Is(.",-
registration process. : Agree 113 i 26.0%1

f...-- - -- -- --_._._-- -~-- .----~ -------i
Do not know 0 I 0.0% ,

Disagree 0 .- -- ... '1-6:0%-- -·----1

~::::~ndi"g"e..; ~----=~1~:~~=~
..._.L_ _._ _._ _.._.__ _ ~._ __.._ _.._..__._ ······_··········1
I 23 i 46.0%
I I

- l' 15 - ..··-···i-30~6%"-'- ···-1
L .-----1.--------1

r-Do not know __ i _7. I 14.0% :

D· I 0 0.00/0 -----jlisagree /{ri.O% -- -'1

Table 5.3: Descriptive statistics of students on all statements

1.

2. The registration process can be improved Strongly agree

on? Agree

Strongly disagree

I
I 3.
I

Unknown

Do you think that an Internet registration Strongly agree

process would be more effective? Agree

I Do not know

Disagree

Strongly disagree

Unknown

4. The introduction of Internet registration

will reduce the long queues during

registrar ion. Do not know

trongly agree

Acreee-

Disagree

Strongly disagree

Unknown

5. Could Inlcrnct registration work in the Strongly agree

universities current setup? Agree

93

4
I

31
"'-r

I
13

J
3

I

8.0% 1
!

62.0% '1
26.0% j
-- ...-..- -1
6.0% i

2.0%_ L_
2 4.0%

0 0.0%

I 32 64.0%

14 28.0%

3 6.0'Yo
I

1 2.0%
I

t :
I 0.0%

0.0% I
15 130.0% '1
17 34.0% j

i
.I



[
V~~i;bïe-;--------- ------- ----------- ----·----Të~-i~g~;;;;-----rFr;q-u-e-n-cYT-Pe-r-ce-n-ta-g-~l

I ! j

I i out of total !
.. .- -.--. -. ..----.-- -..-.-,- --.-_.--..---.--.----. --··----·--·-f---·-··--·-··---·---l

I Do not know 1_3 ~26~~~~ :

,II f~~::i::di,;-g-re-e--- --;---._~ i_::~-:----~
i Unknown 2.0%---~

1------ --- ---- ..- ---- .-- ---:----'------------t--:-:------,---::-::-:-::--;-----.
I 6. Internet registration would help students Strongly agree 28 56.0%

register faster and easier. Agre~--·-------T-i6--------~-3iO-%-----1
- HO. • j-_ - - _:______ __.J

Do not know I 3 . 6.0% :

;-.'Disagre~--- ----1-1---- ----------; 2:0% - ---1
f . : I-~:::~t'~g"~~~j :~=--i-~.:::-----=~

7. Registration should be centralized. ----S~o-ngly agree lIS :-30.0%----:

; Agree . ---1-14---. ~28.0~1
, Do not~k~_:~~~_- L Il ----- -22~O% --i

Disagree 2

Strongly disagree

Unknown

8. Students could go to other buildings in

the registration process?

Strongly agree

Agree

Do not know

Disagree

Strongly disagree

Unknown

9. PUT should have a standard timetable? Strongly agree

Agree

Do not know

Disagree

Strongly disagree

Unknown

10. CPUT should have a standard venue Strongly agree

t imetabie. Agree

Do not know

Disagree

Strongly disagree I I

94

7
1 ----,
19
r ï5-

6

9

10

22

IS

11

o
21

16

lO

2

14.0%

2.0%
I-- ----- -1

18.0%
-_._------;

30.0%

12.0%

18.0%

20.0%

2.0%

44.0%

30.0%

22.0%

2.0%

2.0%

0.0%

42.0%

32.0%

20.0%

4.0%

2.0%

--i

j
I

- -I

i

-li

I
_ J



r--- -- -.-.----.--.---.----- ---------------T--- ---------,-:- __,----------,

I
Variables j Categories I Frequency! Percentage I

1

1

"_,,, . _ _. __ .. _ _ ..__ ._ __..__ . .._ _ .. .._ _ .....ji _._ .. __ .._. . J _L~~~~~~~al_l
Unknown 0 : 0.0% i

! I j \...~.__M_.M_ .. . .,....._ .________ -----...f-------!

All pre-requisites must be on the I Strongly agree 15 I 30.0% I
L .. ._...__ ........ . . ..........;.. .__....__ .
I Agree 24 1 48.0% ..

Il.

database.

1
12
.

All co-requisites must be

database.

I Do not know 5 10.0%
L ------< . ---;

I Disagree I 0 : 0.0% I
,..- ....- ...-. ---- --r- ------1----.-.--- ....--__..;
I Strongly disagree I 2 4.0% I

_.. ~~~o;'n~_ ==~1~---~S:O~:=1
on the I Strongly agree I 15 I 30.0 % i

,..----.. ----------·'1--------------+-------------...
. Agree I '16 i 32.0% !
, --........-. -- -.- . - -----.---r- -.....-----..ï
I Do not know IlO .. 20.0% I
~-- ._-- - -----_ -+-- - ---i

! Disagree I I 2.0% I
Strongly disagree 2

i- -

, Unknown 6
i

13. CPUT must have a separate Strongly agree 22

administration registration period.
_H. ______ ,. __

Agree I 15 ,30.0%
I

'4
---._ .._ ---- _.

Do not know 8.0% - ._j; i

Disagree 16 --r"ï2"'-O%
I._ .._._- -

Strongly disagree 2 4.0%

Unknown 2.0%
-

r25 .. 50.0%14. CPUT must have a separate academic Strongly agree

registration period.
j

30.0% -I
Agree 15 I1

'4
.,

Do not know 8.0%

-1Disagree 4 8.0% .J
trongly disagree I I

2.0% I
!

r I ___j

Unknown 2.0% ;

15. CPUT must have a combined Strongly agree 5 ; 10.0% -l
registration period.

J
Agree 10 20.0% !

j
Do not know 9 18.0% I

Disagree 15 30.0% I
Strongly disagree 10 20.0% 1

I Unknown 2.0% j
16. PUT must increase the registration Strongly agree 22 44.0% -- -1

t _ period.
-,

Agree I 10 120.0% J
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Variables Categories Frequency i Percentage
out of total

Do not know 2 4.0%

Disagree 7 14.0%

Strongly disagree ! 10.0%

I Unknown 8.0%

17 CPUT must have more staff to man the i Strongly agree 37 74.0% !

j

different points, especially at the Agree 9 18.0%

cashiers during the registration period. ,..._.
Do not know 2 ! 4.0%

!

Disagree 1 ! 2.0%
!

Strongly disagree '0 i 0.0%
! ,.._. .-•....... _ ..._._ ... ,-_ ...__ . ---- -",--' ~._._-__ ._-_._.-._ ..__ . -; .... _ ...._--_._.

! Do not know
f- ... ... -
I DisagreeL.__. _.._. .
! Strongly disagree I 8

Unknown -------'P ------
CPUT should have kiosk / helpdesk at I Strongly agree r 36-- -- -- 72.0%

III 22.0%

12 4.0%

lo ! 0.0%
1

Unknown

18. CPUT must allow for the payment of : Strongly agree

registration to take place, before students Agree

20

9
register.

19.

di Ifercnt and as many places as possible, Agree

to handle queries from students during ~ -
I Do not know

registration.
Disagree

I Strongly disagree
I, Unknown

o

20. PUT must use the Department of Strongly agree II

Education's database. Agree i 10
1

Do not know I 19
I

Disagree I 8
I

Strongly disagree

1:I Unknown
I

21. Students must be able to register online Strongly agree
1
33

from any computer that is connected to Agree I 10I
- I

the internet. T

Do not know t 2
Disagree

1
4

I-

IIStrongly disagree

96

i
_J

0.0%

2.0%

22.0%

20.0%

38.0%

16.0%
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0.0%
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Percentage

out of total

Variables

0.0%

54.0%

and 20 40.0%

27

4.0%

allow online registration

A web interface must be designed to I Strongly agree

Agree

applications from any computer that is

connected to the internet.

22.

for

applications.

23. Students must be able

Do not know

2.0%

registration and application

same web interface.

Disagree

0.0%

Unknown 10

36.0%

..._ _-_ _ - ..__..-_._------_ .._ _ + __.,..__ _ _ j

0.0%

21 42.0%

18

Strongly disagree

Unknown

24. Students must be able to do course Strongly agree

Agree I 14
Ir 1·--···Do not know

Disagree 2
'.__ - _ _.- .-.~ -----. ,- ....,.----.---1
Strongly disagree I 3

I

Unknown
_ J

Students must be able to check their i Strongly agree

outstanding balance from any computer Agree

that is connected to the internet.

I
I

! 26.

JO

Do not know

Disagree o
Strongly disagree li-~-..
Unknown

Students must be able to check Strongly agree 33

prerequisites and co requisites for the

subjects that they wish to do from any

computer that is connected to the

internet.

Agree I I I

I 5
I
o

Do nol know

Disagree

Strongly disagree

Unknown o
27. Students must be able lo check their I Strongly agree

examination and progressive marks on Agree

I 43
I
'6
I
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r-··--:--··- --.---- -----. - --_._-_ --_.~ -._·:···--··--l--··---r-.._ -·--··iI Variables i Categones Frequency! Percentage 1

I I! i out oftotal II i I!,.......- -_._ -_ -._.- -..- ··.--.·.··..-·····--···..··-····-·-··----···~--t---.__._ __L_. .__~!

any computer that is connected to the, Do not know 0 i 0.0% i
~------ _-------- ! ~------_!
I Disagree ~ 1 ! 2.0%
>-_----- ---- - ------~- ---_._----~
! Strongly disagree 0 I 0.0% I
I I
'-- '

I Unknown 0 0.0%;

28-. -Students should ~t have U;-spend";;,or;T Str-;~gly agr;e I 31 • 62.0% !
time than what is absolutely necessary to ' Ag~~~-··-----·-Iï6----+32.6o/~----j

register at CPUT. , Do not kI~~-w--······-.L2-·--··-··;-4:0O/'; -- .. -,

-- .. 1. .. --.-.-: -_._ .. -.-.-~
~D~~gcee _ I ] - _12 o~_ _j
, Strongly disagree 0 ' O.O°/(. !
I.' . . _._.' ,-_ .. - .__ ._ .... _ ... - ... -- ---- .. ------ .... -~- ... _.-._ .. _ ..... _-- ._ .. _.__ .. _._~

! Unknown 0 : 0.0% I
~ ! 1

Queue~-for· r~g'i~t~~ïi;n -I~~ust be~-Slro-;;gly'agree ~ I 34 .~_~.8-.O:__J
:::~:e~:::l:::l:e:~~::~sinW;~he":~i'l~:'::[b,~;'- [~~_l~~~-J

Disagree I~..... 6.0% .

Strongly disagree I 4 -- 8.0%

unknow_n _ _ _ ~_407~_-' __.._Students should not need to walk fr0111' Strongly agree_ .

Agree 14.0%
I

internet.

29.

I

I
t 30.

I
I

one building to another lOregislcr.

Do not know I 0
Disagree I 0
Strongly disagree I 3
Unknown lO

5.8.3 Uni-variate graphs

ro.O%
l
180.0%

j
10.0% I

I

,0.0% i
I I, -- j
I 6.0% I

I
I

1 0.0% !
I

The statements are grouped into groups which present more or less the same

measurement for illustrative purpose.
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5.8.3.1 Staff members

Improvement of registration

002
OAgree

001

0% 60% 80%

o Strongly agree

ODo not kow

OOisagree

DStrongly
disagree

20% 40% 100%

Figure 5.1: Improvement of registration

All the staff respondents indicated that CPUT could improve the quality of the

registration process, while 93.3% believed that the process can be improved or

refined.

Internet registration

006 I . -; ';:/;r~ 1 I-~:

I I I
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I II·::' 1'1

005

004

003
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DAgree

20% 40%

o Strongly agree

000 not kow

DDisagree

CSlrongly
disagree

100%

Figure 5.2: Internet registration

Accord ing to the staff respondents:

);- "The internet registration process would be more effective" (86.7%).
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};> "The introduction of Internet registration and using online banking will

reduce the long queues during registration" (93.3%).

};> "Internet registration will help students register faster and easier (90.0%)".

They also felt that "Internet registration could work in CPUT's current setup"

(56.7%), although a large percentage "did not know" (36.7%).

Registration process

010

009

008

007

60% 80% 100%0% 20% 40%

Figure 5.3: Registration process

o Agree.

o Strongly agree

ODD not kow

Cl Disagree

eStrongly
disagree

According to the staff respondents:

>- "Registration should be centralized" (70.0%).

).> "CPUT should have a standard timetable" (75.9%).

);> "CPUT should have a standard venue timetable" (86.7%).

They also felt that, "Students should not go to other buildings in the registration

process" (60.0%).
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Q12

Q11

Database

':-'0.
DStrongly

disagree

0% 20% 40% 60% 80%

C Strongly agree

CAgree

COD not kow

[?JDisagree

100%

Figure 5.4: Dillabase

All the staff respondents indicated that all pre-requisites and co-requisites should

be on the database.

Q16

Q15

Q14

Q13

Registration period

CStronglyagree

CAgree

COD not kow

C Disagree

eStrongly
disagree

100%0% 20% 80%40% 60%

Figure 5.5: Registration process

According to the staff respondents:

» "CPUT should have a separate administration registration period" (60.0%).

> "CPUT should have a separate academic registration period" (60.0%).

> "CPUT should not have a combined registration period" (56.7%).

;.;. "CPUT should not increase the registration period" (70.0%).
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Staff

C Strongly agree

CAgree

COo not kow

ODisagree

EllStrongly
disagree

018

100%

According to the staff respondents:

~ "CPUT should have more staff to man the different points, especially at the

cashiers during the registration period" (93.3%).

y "Administration staff, assisting with registration, should have a proper

schedule for breaks during registration period" (86.7%).

017

0% 20% 40% 60% 80%

Figure 5.6: Staff

General

020 I';;
r··.

C Sirongly agree

CAgre.

000 nol kow

DOisagrc.

CSlrongly
disagree

100%

019

40%0% 20% 60% 80%

Figure 5.7: ioneral

According to the staff respondents:
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~ "CPUT should have a kiosk I helpdesk at different and as many places as

possible, to handle queries from students during registration" (73.3%).

>' "CPUT should use the DOE database" (83.3%).

Online

Q28 ".,'

I I LJ

I I I

_El

I I I~

' -e .d

I I IU

Q27

Q26

Q25

Q24

Q23

Q22

Q21

0% 20% 40% 60% 80% 100%

Figure 5.8: Online

o Strongly agree

DAgree

000 not kow

DOisagree

Cl Strongly
disagree

According to the staff respondents:

~ "Students must be able to register online from any computer that IS

connected to the Internet" (83.3%).

).> "A web interface must be designed to allow for online registration and

applications" (86.7%).

y "Students mu t be able to pay for registration and application using the same

web interface" (80.0%).

~ "Students must be able to do course applications from any computer that is

connected to the Internet" (80.0%).

~ "Students must be able to check their outstanding balance from any

computer that is connected (0 the Internet" (93.3%).

'r "Students must be able to check prerequisites and co requisites for the

subjects that they wish to do from any computer that is connected to the

Internet" (90.0%).

~ "Students must be able to check their examination and progressive marks on

any computer that is connected (0 the Internet" (83.3%).
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);> "Students should not have to spend more time than what IS absolutely

necessary to register at CPUT" (86.7%).

General

033 J II

I I c JJ

j JIJ

" I tt<~

I "

032

031

030

029

0% 20% 60%40% 80% 100%

Figure 5.9: General

[J Strongly agree
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[JOo not kow

r:l Disagree

eStrongly
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According to the staff respondents:

);> "Queues for registration must be shortened, (only students with special cases

should have to stand in queues)" (93.3%).

;..- "Students should not need to walk from one building to another to register"

(93.3%).

r "A single, updated and clean database must be created" (90.0%).

;...:. "Administrative staff, assisting with registration, should have a proper

schedule for breaks during registration period" (93.3%).

r "Academic, leTS, registration, finance and examination departments must

work together to continuously improve the registration process" (93.3%).
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5.8.3.2 Students

Improvement of registration

a02

o Strongly agree

OAgree

000 not kow

ODisagree

eStrongly
disagree

a01

0% 20% 40% 60% 80% 100%

Figure 5.10: Improvement of registration

Nearly all the student respondents (98.0%) indicated that CPUT could improve

the quality of the registration process, while 76.0% believed that the process can

be improved or refined.

Internet registration
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o Strongly agree

DAgree

000 not kow
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eStrongly
disagree

cos
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Figure 5.11: lntcrnct registmuon

According to the student respondents:

~ "The Internet registration process would be more effective" (88.0%).
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);> "The introduction of Internet registration and using online banking will

reduce the long queues during registration" (92.0%).

);> "Internet registration will help students register faster and easier" (88.0%).

They also felt that "Internet registration could work in CPUT's current setup"

(64.0%), although a large percentage "did not know" (26.0%).

Registration process
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Figure 5.12: Registration process
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[J Disagree

eStrongly
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According to the student respondents:

~ "Registration should be centralized" (58.0%),

y "CPUT should have a standard timetable" (74.0%).

y "CPUT should have a standard venue timetable" (74.0%).

They were split between whether "Students should go to other buildings in the

regi tratien proee s" (48.0°;(») or not (38%).
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Figure 5.13: Database

The student respondents indicated that in 78% of the cases, that pre-requisites and

in 63.3% that co-requisites should be on the database.
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Registration period

20% 40% 60% 80%
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CSlrongly
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Figure 5.14: Registration process

According to the staff respondents:

~ "CPUT should have a separate administration registration period" (75.5%).

~ "CPUT should have a separate academic registration period" (80.0%).

~ "CPUT should not have a combined registration period" (50.0%).

~ "CPUT should increase the registration period" (64.0%).
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Staff & Other general info
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Figure 5.15: Staff & Other general information

According to the student respondents:

:;.. "CPUT must have more staff to man the different points, especially at the

cashiers during the registration period" (92.0%).

» "CPUT must allow for the payment of registration to take place, before

students register" (58.0%).

).> "CPUT should have a kiosk / helpdesk at different and as many places as

possible, to handle queries from students during registration" (94.0%).

They also felt that, "CPUT should use the DOE database" (42.0%), although a

large percentage "did not know" (38.0%).
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Figure 5.16: Online
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According to the staff respondents:

~ "Students must be able to register online from any computer that IS

connected to the Internet" (86.0%).

~ "A web interface must be designed to allow for online registration and

applications" (94.0%).

>- "Students must be able to pay for registration and application using the same

web interface" (78.0%).

~ "Students must be able to do course applications from any computer that is

connected to the Internet" (86.0%).

» "Students must be able to check their outstanding balance from any

computer that is connected to the Internet" (94.0%).

~ "Students must be able to check prerequisites and co requisites for the

subjects that they wish to do from any computer that is connected to the

Internet" (88.0%).

r "Students must be able to check their examination and progressive marks on

any computer that is connected to the Internet" (98.0%).

> "Students should not have to spend more time than what IS absolutely

necessary to register at CPUT" (94.0%).
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Figure 5.17: General
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According to the student respondents:

~ "Queues for registration must be shortened, (only students with special cases

should have to stand in queues)" (80.0%).

~ "Students should not need to walk from one building to another to register"

(94.0%).

5.8.4 Comparative statistics

The chi-square tests for equal proportions were performed on the statements to

indicate whether one choice was preferred above another.. Table 5.4 shows the

statistical results.

Table 5.4: Chi-Square tests for equal proportions

Question / Statement Sample Chi-Square DF P-Value

Size

Staff members

I. CPUT could improve the quality of the 30 6.5333 1 0.0106*

registration process.

2. The registration process can be improved 29 14.9655 2 0.0006***

on?

3. Do you think that an Internet registration 30 35.6667 4 <0.0001 ***

process would be more effective?

4. The introduction of Internet régistrat ion will 29 16.8276 2 0.0002***

reduce the long queues during registration.

5. ould Internet registration work in the 28 1.7857 2 0.4095

universities current setup?

6. Internet registration would help students 29 9.5862 2 0.0083**

register faster and easier.

7. Registration should be centralized. 29 13.2414 4 0.0102*

8. Students could go to other buildings in the 30 7.3333 4 0.1193

registration process?

9. CPUT should have a standard timetable? 28 14.0000 3 0.0029**

10. CPUT should have a standard venue 30 18.8000 3 0.0003***

timetable.

Il. All pre-requisites must be on the database. 30 6.5333 1 0.0106*

12. All co-requisites must be on the database. 30 5.8276 1 0.0158*
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Question / Statement Sample Chi-Square DF P-Value

Size

13. CPUT must have a separate administration 29 16.3448 4 0.0026**

registration period.

14. CPUT must have a separate academic 29 16.3448 4 0.0026**

registration period.

15. CPUT must have a combined registration 29 6.6897 4 0.1532

period.

16. CPUT must increase the registration period. 30 13.6667 4 0.0084**

17 CPUT must have more staff to man the 30 22.4000 2 <0.0001 ***

different points, especially at the cashiers

during the registration period.

18. CPUT must allow for the payment of 30 18.5333 3 0.0003***

registration to take place, before students

register.

19. CPUT should have kiosk / helpdesk at 28 26.6429 2 <0.0001 ***

different and as many places as possible, to

handle queries from students during

registration.

20. CPUT must use the Department of 29 16.3793 3 0.0009***

Education's database.

21. Students must be able to register online ~9 40.4828 4 <0.0001 ***

from any computer that is connected to the

internet.

22. A web interface must be designed to allow 29 38.4138 4 <0.0001 ***

for online registration and applications.

23. Students must be able to pay for registration 28 24.8571 3 <0.0001 ***

and application uxing the same web

interface.

24. Students must be able to do course 29 26.5862 3 <0.0001 ***

applications Irom any computer that IS

connected to the internet.

25. Students must be able to check their 29 28.4138 2 <0.0001 ***

outstanding balance from any computer that

is connected to the internet.

26. Students must be able to check prerequisites 29 31.9310 2 <0.000 1***

and co requisites lor the subjects that they

wish to do from any computer that is
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Question / Statement Sample Chi-Square DF P-Value

Size

connected to the internet.

27. Students must be able to check their 29 35.4138 3 <0.0001 ***

examination and progressive marks on any

computer that is connected to the internet.

28. Students should not have to spend more 29 35.9655 3 <0.0001 ***

lime than what is absolutely necessary to

register at CPUT.

29. Queues for registration must be shortened, 29 28.4138 2 <0.0001 ***

(only students with special cases should

have to stand in queues).

30. Students should not need 10 walk from one 30 19.4000 2 <0.0001 ***

building to another to register.

31. A single, updated and clean database must 29 33.2069 3 <0.0001 ***

be created.

32. Administrative staff assisting with 29 14.9655 2 0.0006***

registration, should have a proper schedule

for breaks during registration period.

33. Academic, lCTS, registration, finance and 29 32.3448 2 <0.0001 ***

examination departments must work

together to continuously improve the

registration process.

Students

I. CPUT could improve the quality of the 50 37.9600 2 <0.0001 ***

registration process.

2. The process can be improved on? 46 23.9130 3 <0.0001 ***

3. Do you think that an Internet registration 50 64.4000 4 <0.0001 ***

process would be more effective?

4. The introduction of Internet registration will 50 48.4000 3 <0.0001 ***

reduce the long queues during registration.

5. Could Internet registration work in the 49 21.5102 4 0.0003***

universities current setup?

6. Internet registration would help students 49 58.2449 4 <0.0001 ***

register faster and casier.

7. Registration should be centralized. 49 11.7143 4 0.0196*

8. Students could go to other buildings in the 49 4.3673 4 0.3586

registration process?
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Question / Statement Sample Chi-Square DF P-Value.
Size

9. CPUT should have a standard timetable? 50 33.2000 4 <0.0001 ***

10. CPUT should have a standard venue 50 30.2000 4 <0.0001 ***

timetable.

Il. All pre-requisites must be on the database. 46 26.1739 3 <0.0001 ***

12. All co-requisites must be on the database. 44 22.5909 4 0.0002***

13. CPUT must have a separate administration 49 29.0612 4 <0.0001 ***

registration period.

14. CPUT must have a separate academic 49 41.1020 4 <0.0001 ***

registration period.

15. CPUT must have a combined registration 49 5.1837 4 0.2690

period.

16. CPUT must increase the registration period. 46 25.9565 4 <0.0001 ***

17 CPUT must have more staff to man the 49 69.7755 3 <0.0001 ***

different points. especially at the cashiers

during the registration period.

18. CPUT must allow for the payment of 49 14.7755 4 0.0052**

registration to take place, before students

register.

19. CPUT should have kiosk / helpdesk at 49 38.0000 2 <0.0001 ***

di Ifcrent and as many places as possible, to

handle queries from students during

registration.

20. CPUT must use the Department of 50 15.0000 4 0.0047**

Education's database.

21. Students must be able to register online 50 71.0000 4 <0.0001 ***

from any computer that is connected to the

internet.

22. A web interface must be designed to allow 50 40.7200 3 <0.0001 ***

for online registration and applications.

23. Students must be able to p<Jy for registration 50 31.000 4 <0.0001 ***

and application using the same web

interface.

24. Students must be able to do course 49 58.2449 4 <0.0001 ***

applications from any computer that is

connected to the internet.
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Question / Statement Sample Chi-Square DF P-Value

Size

25. Students must be able to check their 49 71.0816 3 <0.0001 ***
outstanding balance from any computer that

is connected to the interne!.

26. Students must be able to check prerequisites 50 48.8800 3 <0.0001 ***
and co requisites for the subjects that they

wish to do from any computer that is

connected to the internet.

27. Students must be able to check their 50 63.1600 2 <0.0001 ***
examination and progressive marks on any

computer that is connected to the internet.

28. Students should not have to spend more 50 47.7600 3 <0.0001 ***
time than what is absolutely necessary to

register at CPUT.

29. Queues for registration must be shortened, 50 72.6000 4 <0.0001 ***
(only students with special cases should

have to stand in queues),

30. Students should not need to walk from one 50 49.4800 2 <0.0001 ***
building to another to register.

Except for statements "Could Internet registration work in current university's

setup", "Students could go to other buildings in the registration process" and

"CPUT must have a combined registration period", there is evidence that the

proportions of different response categories for all the different statements were

not equal for the staff member group. For the student group, except for statements

"Students could go to other buildings in the registration process" and "CPUT must

have a combined registration period", there is evidence that the proportions of

different response categories for all the different statements were not equal. The

chi-square tests for equal proportions for all the statements are shown in Annexure

A.

The chi-square test for equal proportions show that the Ho: P1=P2 are to be

rejected, thus P1:;t:P2. This means that a significant higher / lower proportion of

respondents indicated one category rather than one of the other categories. For
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instance, statistically significant more staff members 'Strongly agree' (73.3%)

than' Agree' (26.7%) for the statement: "Do you think that CPUT could improve

the quality of the registration process".

Cross tables using the Chi-square tests were also compiled to determine whether

the staff members and the students; differed in there responses on the statements

that they both answered. Due to the different numbering of statements for the staff

member group and student group, a table is compiled with new statement numbers

to indicate the same statements in both cases and the table is attach as Annexure

B.

In most of the comparisons the cells had an expected frequency of less than 5, in

which case the chi-square test may become invalid. To overcome this problem

some of the categories which mean approximately the same are aggregated. That

is for instance to combine all the agree categories and all the disagree categories,

leaving out the degree with which they disagree or agree.

Table 5.5 (cross tables) and Table 5.6 (chi-square test results), consisting out of all

the statements where statistical significantly differences were found, are compiled.

In other words the Ho hypothesis assumes that staff members and students and the

answers given on the statements are independent, are to be rejected. The cross

tables and statistics for all the statements are shown in Annexure C.

Table 5.5: Cross tables between Sla If members / students and Answers on Statements.

Statement Answer Staff member Student Total

12. All co-requisites must Agree to 29 31 60

be on the database. strongly agree 100.0% 70.4% 82.2%

Do not know 0 10 10

0.0% 22.7% 13.7

Disagree to 0 3 3

Strongly 0.0% 6.8% 4.1%

disagree

Total 29 44 73

39.7% 60.3% 100.0%

16. CPUT must increase Agree to 7 32 39
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Statement Answer Staff member Student Total

the registration strongly agree 23.3% 69.6% 51.3%

period. Do not know 2 2 4

6.7% 4.4% 5.3

Disagree to 21 12 33

Strongly 70.0% 26.1% 43.4%

disagree

Total 30 46 76

39.5% 60.5% 100.0%

19. CPUT must allow for Agree to 27 29 56

the payment of Strongly 96.4% 59.2% 72.7%

registration to take Agree

place, before Do not know I 4 5

students register. 3.6% 8.2% 6.5

Strongly 0 16 16

disagree 0.0% 32.6% 20.8%

Total 28 49 77

36.4% 63.6% 100.0%

20. CPUT should have Agree to 22 47 69

kiosk / helpdesk at strongly agree 75.9% 95.9% 88.4%

different and as many Do not know 6 2 8

places as possible, to 20.7% 4.1% 20.7%

handle queries from Disagree to I 0 I

students during Strongly 3.4% 0.0% 3.4%

registration. disagree

Total 29 49 78

37.2% 62.8% 100.0%

21. CPUT must use the Agree to 25 21 46

Department of strongly agree 86.2% 42.0% 58.2%

Education's database. Do not know 2 19 21

6.9% 38.0% 26.6%

Disagree to 2 10 12

Strongly 6.9% 20.0% ]5.2%

disagree

Total 29 50 79

36.7% 63.3% 100.0%

116



Table 5.6: Statistical Significant Chi-Square statistics for Independency between staff members /

students and Answers on Statements

Statement N DF Chi-Square P-value

value

12. All co-requisites must be on the 73 2 10.4246 0.0054**

database.

16. CPUT must increase the registration 76 2 15.8126 0.0004***

period.

19. CPUT must allow for the payment of 77 2 13.1200 0.0014**

registration to take place, before

students register.

20. CPUT should have kiosk / helpdesk 78 2 7.4174 0.0245*

at different and as many places as

possible, to handle quenes from

students during registration.

21. CPUT must use the Department of 79 2 14.9147 0.0006***

Education's database.

Staff members and students responded statistically significant different from each

other for the statements in Table 5.6. For instance statistically significant more

students than staff members indicated that CPUT must increase the registration

period.

eStrongly
disagree

All co-requisites must be on the database

Students q
, 1';(,.

Staff

000 not kow

DStronglyagree

0% 20% 40% 60% 80% 100%

Figure: 5.18: Question 12
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All the staff members indicated that all co-requisites must be on the database,

while although a high percentage of students agreed to this statement, there was

also a percentage that did not know.

CPUT must increase the registration period

Students
IJ Strongly agree

000 not kow

tiStrongly
disagree

Staff

0% 20% 40% 60% 80% 100%

The staff members felt that CPUT should not increase the registration period,

while the student felt that CPUT should increase the registration period.

Figure 5.1 9: Question 16

CPUT must allow for the payment of
registration to take place before students

register

Students

Staff

0% 20% 40% 60% 80%

Figure 5.20: Question J 9
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Although most of the staff members felt that CPUT must allow for the payment of

registration to take place before students registers, a percentage of students did not

feel the same.

Students

CPUT must have a helpdesk at different
and as many places as possible to handle

queries

Staff

o Strongly agree

000 not kow

eStrongly
disagree

0% 20% 40% 60% 80% 100%

Figure 5.2]: Question 20

The difference in this

Students

CPUT must use DOE's database

Staff

• I'~ ~ T'
/'t~t1.

;>
-'.,
"

o Strongly agree

000 not kow

eStrongly
disagree

0% 40%20% 60% 80% 100%

Figure 5.22: Question 12
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5.9 DISCUSSIONS AND CONCLUSIONS

The following analogies can be drawn from the above mentioned data analysis:

~ Significant more students agreed than disagreed on almost all the statements

made.

~ Significant more staff members agreed than disagreed on almost all the

statements made.

~ Except for a few statements the staff members and the students responded

the same way.

This suggests that most of the statements made, in order to improve registration at

CPUT are accepted by both the student and staff member groups.
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CHAPTER 6: CONCLUSION AND RECOMMENDATIONS

6.1. THE RESEARCH THUS FAR

In chapter one, the scope of the research contained within the ambit of this

dissertation was elaborated upon. In chapter two, a holistic perspective of the

research environment was provided. In chapter three, a literature review was

conducted on the issue of streamlining the registration process and associated

influencing factors. In chapter four, the student and employee registration survey

design and methodology provided detail of the process óf data collection. In

Chapter five, data gleaned from the survey conducted in chapter four was

analysed and interpreted. In this chapter, final analogies will be drawn and

recommendation made to mitigate the research problem.

6.2 RESEARCH SURVEY AND INTERVIEW FINDINGS

For ease of reference, the analysis contained 111 chapter five pertaining to the

survey, can be summarised as follows:

~ The staff member group and the student group differed statistically

significantly for the following statements:

;.... All co-requisites must be on the database.

> CPUT must increase the registration period.

~ CPUT must allow for the payment of registration to take place, before

students registered.

~ CPUT should have kiosk / helpdesk at different and as many places as

possible, to handle queries from students during registration.

r CPUT mu t usc the Department of Education's database.

r There arc statistically significant evidence that the proportions were not

equal for staff members on almost all the statements except for statements:

).> Could Internet registration work in the current university's setup?

» Student could go to other buildings in the registration process.

;,. CPUT must have a combined registration period.
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» There are statistically significant evidence that the proportions were not

equal for students on almost all the statements except for statements:

>- Students could go to other buildings in the registration process; and

>- CPUT must have a combined registration period.

In addition to the data analysis conducted in chapter five, unstructured interviews

(Cooper and Schindler, 2006:204, 208, 210-211), were conducted. The findings

from the interviews from eight respondents drawn from the University of

Johannesburg (UJ), University of South Africa (UNISA), Rhodes University (RU)

and Integrated Tertiary Software (Pty) Ltd (ITS) are summarized in point format

for ease of reference:

:;;:. Splitting registration processes namely postal, personal and Intemet

registration: UNISA.

:;;:. Smaller registration offices situated 111 different parts of the country.

UNISA.

r Mobile information counters to assist students: U rSA, UJ.

>- Student registration advisors to assist students: UNISA, UJ, RU.

T Student advisors to be trained in customer relations and in-house: UNISA .

.,. Meet with student advisors everyday to continuously improve process:

UNISA, RU.

~ Student advisors lTIUSt be visible, blue or red bibs: UNISA.

).> Communication with student advisors (2 way radios): UNISA.

';> Self-help area for returning students: UNISA.

).> Integrated computer sy tem for all to use: UNISA, UJ

" All requisites must be done by Student Admissions and Registration in

conjunction with repre entative from the academics departments: UNISA,

UJ, RU.

).- Committee must continually meet concerning the requisites every year: UJ.

;.... Standardize on timetable and keep it consistent: U ISA, UJ, RU.

» Timetables must be strictly regulated: UNISA, UJ, RU.

>- Students must deposit money beforehand, no cash on registration clay: UJ.

>- Have implemented Internet registration with huge success. UJ

.,. Have implemented Internet registration on a small scale: U ISA

).> Definitely Internet registration is way to go: UNISA, UJ, RU.
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>- Merge database: UNISA, Ul

>- Must have a one stop shop (central not dispersed): UNISA

>- Start the Intemet registration rollout with a target group: Ul, ITS.

>- l-enabler developed by ITS (Pty) Ltd does what is needed: Ul, ITS.

>- Student card must be valid for 3 years: Ul

>- Solve the easy cases with Internet registration and queues will get shorter.

UNISA, ui, RU.

>- Must be a user-friendly Internet interface: Ul, UNISA.

>- Students must be able to query accounts at anytime: UNISA, Ul, RU.

>- Institutions should use the DOE results for registration: UNISA, Ul

y Only one week must be allowed for late registration: Ul.

'r Cross functional training of staff: Ul.

>- Small database must be approved by lTS: RU

:;> Two registration processes Academic and Admin: RU

>- Application should be online: UNISA, Ul, RU.

6.3. THE RESEARCH PROBLEM RE-YISITED

The research problem that was formulated and researched within the ambit of this

dissertation reads as follows: "The poor quality 0/ the registration process /01'
students (It the Cape Peninsula University 0/ Technology, adversely impact 0/1 the

organisations' efficiency."

In chapter two, the issues pertaining to poor quality of the registration process at

the CPUT was elaborated on in detail, clearly showing elements of poor quality in

the registration process. The literature review contained in chapter three,

highlighted are (he issues of poor quality, further confirmed by the surveys within

the context of chapter five and interviews analysed in this chapter. In the opinion

of this author, should the recommendations be implemented as set out in this

chapter, the research problem can be mitigated.
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6.4. RESEARCH QUESTION RE-VISITED.

The research question which formed the crux of the dissertation reads as follows:

"How the registration process at the CPUT be automated to the extent that online

facilities would be available to students, which would improve the adverse current

ine.fficientprocesses? "

A number of examples from the literature review process that online facilities

could improve inefficient registration process at CPUT. "An online enrolment

system went live less than four months after the project was -initiated. Students can

log in via the student portal and access their profile where they confirm or amend

their details and pay any fees that are required, this in turn eliminated queuing.

After payment is completed, the student is automatically enrolled" (CampusiT,

2008:0nline).

A customer case study conducted by Oracle (2006:0nline), indicated that

Kasetsart University in Thailand implemented a student registration system with

Oracle Database as the underlying platform to ensure it had better control of

enrolment and administration processes. The university decided to introduce an

online registration option in 2005 in an attempt to ease the workload on staff and

facilitate a smoother, faster registration process for students. Students were

encouraged to enroll for courses via the Web. The university estimated that the

new system comfortably processes around 1 million transactions a day.

According to Zalanowski (2007:0nline), online technologies were implemented

to help enrolment management professionals reach out to prospective students and

help them explore colleges in unique and 'technologically-savvy' ways. These

technologies included email, Web sites and Weblogs.

The findings from the survey, and interviews concluded (See Paragraph 6.2)

returned amongst others that:

» All co-requisites must be on the database.

» CPUT must increase the registration period.
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);> CPUT must allow for the payment of registration to take place, before

students registered, Merge database: UNISA, UJ

);> Have implemented Intemet registration with huge success. UJ

);> CPUT should have kiosk I helpdesk at different and as many places as

possible, to handle queries from students during registration; and

);> CPUT must use the Department of Education's database.

6.5. INVESTIGATIVE QUESTIONS RE-VISITED.

The investigative questions researched in support of the research question reads as

follows:

~ How can online registration mitigate the quality issues associated with the

registration process of students?

An online registration process has with huge success been implemented at the

University of Johannesburg and on a smaller scale to the University of South

Africa: Refer to Paragraph 6.2 of this chapter and Paragraphs 3.3.1, 3.3.4, 3.3.5,

3.4.1, 3.4.3, 3.8, 3.9.2, 3.9.3 and 3.12.4 in Chapter three, where universities

elsewhere have all mitigated the quality issues concerning their registration

processes.

~ Should the current database be setup for staff and students to capture data

and do queries?

The university of Johannesburg and the University of South Africa both believe

that CPUT should have an Integrated Computer System for all to use, This will

then allow for requests to be executed by Student Admissions and Registration in

conjunction with representative from the Academics Departments as in the

instances at the University of South Africa, University of Johannesburg and

RIlodes University. The interviews at the University of Johannesburg and

University of South Africa also suggest that the interface to this database must be

user-friendly, so that as an example, students could check their outstanding

balances. In Chapter three, Paragraphs 3.24, 3.36, 3.4.3 and 3.8 it was intimated

that staff and students should be able to capture data and do queries online.
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» How can a single, clean and updated database be created as opposed to

merging current databases.

In Chapter 3 Paragraph 3 .14, a model describes how to create the database and the

use of software surrounding it. In Paragraph 6.2 in this chapter, it was confirmed

that the University of Johannesburg and the University of South Africa have

implemented Internet registration and have merged their databases.

>- How can the Academic, Information and Communication Technology

(lCTS), Registration, Finance and Examination departments work together

to continuously improve the registration process?

Departments in industry and educational institutions should work together to

break down barriers and improve the quality of processes (Refer to Chapter 3

Paragraph 3.18). As a result, the CPUT should implement quality circles to

endeavour to improve the registration process on a continual basis as implemented

by the University of Johannesburg.

6.6. KEY RESEARCH OBJECTIVES RE-V1S1TED.

Key research objectives for this dissertation are as follows:

? To identify key inhibitors to the current registration process within Cape

Peninsula University of Technology.

The key inhibitors of the current registration process are:

;..- The database that is not clean and completely merged.

;..- The fact that there arc no quality circle meetings to drive the improvement

process.

:,_. That the database is not connected to applications that would allow students

to regi ter electronically.

:,_. To determine the extent of the frustration caused as a result of ineffective

registration processes.

This aspect was elaborated upon in detail within the ambit of Chapter 2 and the

results of the student registration survey in Chapter 5.
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~ To determine whether the registration process currently employed within the

ambit of the Cape Peninsula University of Technology can be improved

upon through the creation of a conceptual model.

In this respect, see recommendation in this chapter in Paragraph 6.7.

6.7. RECOMMENDATIONS

Recommendations to mitigate the research problem and to provide an answer to

the research question and the associated investigative questions, the following:

>- Improve on the database and its integrity. The ICT Department should

create one database and all data must be verified against tbe available

documents. The institution should create a portal as well, whereby students

could check their details on the Internet, and then submit the necessary

changes to the institution.

~ Have ITS install the i-enabler module for electronic registration, thereby

allowing students to register electronically on the Internet from anywhere in

the country.

~ Start the electronic registration using a focus f,'TOUpfor ease of management.

This would allow the institution to manage smaller groups of students

during the registration period, and focus on the students that would be easy

to register.

;,... Start a 'quality circle' consisting of representative from all Academic

Departments, the Registration Department, Examination Department, ICT

Department and all role players that are involved with registration. This

'quality circle' would meet before and after registration periods to study

problems that arose during registration period and investigate ways of

improving these processes.

:,. Standardise on timetabling and venues. TIle reason timetables and venues

should be standardi cd are so that when accessing the database, the students

will be able to choose subjects that will not result in a clash with another

subject.

» Ensure that all requisites are programmed into the database. This would

guarantee that students will not be able to register for a subject that he/she

are not allowed to register for.
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" Train student assistance and staff in conflict management and in the

registration process, thereby enabling staff and student assistance to

understand the registration system and to avoid getting into a dispute with a

student.

6.8. FINAL CONCLUSION

This research was conducted over a three-year period. In this time the researcher

has engaged in discussion with numerous universities, the academic staff and the

administrative staff from these institutions. When reviewing the research problem

that was formulated and researched within the ambit of this dissertation the

researcher is of the opinion that if the institution implements the recommendation

made concerning the improving of the registration process, they will find that it

will streamline the process to tbe benefit of the institution and students alike.
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Annexure A

Staff member respondents
Cumulative Cumulative

q1 Frequency Percent Frequency Percent
I I I Ii i I i i i iil iii I ii i Ift i i I I I III I I I I I I I II II Iil II I I II II II I I II I I I I I IIII I I
St rongly Agree 22 73.33 22 73.33
Agree 8 26.67 30 100.00

Chi-Square Test
for Equal Proportlons
IIIIIIIIIIIIIIIIIIIII
cru- Squa re 6.5333
OF 1
Pr > ChiSq 0.0106

Sample size : 30

Cumul.at ive Cumulatl ve
q2 Frequency Percent Frequency Percent

IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIJIIJIJJJIIIJIIIIIJJIJJIJIIIIIIIIIIIII
Strongly Agree 18 62.07 18' 62.07
Agree 10 34.48 28 96.55
Do not know 3.45 29 100.00

Chi·Square Test
for Equal Proportions
I J If I IJl J f fill I I I I I I I
Chl-Square 14.9655
OF 2
Pr > ChiSq 0.0006

Sample Size : 29

Cumu l a t i ve Cumulat ive
q3 Frequency Percent Frequency Percent

IllfflffflflflfllllflffllffffllflllflllJfllllllflllll11IIIIffllillfiff
Strongly Agree 18 60.00 18 60.00
Agree 8 26.67 26 86.67
Do not know 3.33 27 90.00
Olsagree 6.67 29 96.67
Strongly disagree 3.33 30 100.00

Chl-Square Test
for Equal Proportlons
ffflffillflfflfllliff
Chl·Square 35.6667
OF 4
Pr> ChlSq <.0001

Sample s i ze 30

cumul a t ive Cumul at rve
q4 Frequency Percent Frequency Percent

IfflllllflfJllllllllfllllflllllllfflfllllllllllflllflf1IIIfllllllllili
Strongly Agree 19 65.52 19 65.52
Agree 9 31.03 28 96.55
Do not know 3.45 29 100.00

Chl- Square Test
for Equal Proportlons
Ifil I I II I I I I I I I II I I IIcru Square 16.8276
OF 2
Pr > ChlSq 0.0002

Sample SlZe : 29

135



Cumulative Cumulative
qS Frequency Percent Frequency Percent

ii it iiiiii IiIi IIi Iiiiiiiii Ii Iili iiii If! IIi il i Ii IIii Iif ffffff ff ffIl Iff f
Strongly Agree 11 39.29 11 39.29
Agree 6 21.43 17 6071
Do not know 11 39.29 28 100.00

Chi-Square Test
for Equal Proportions
ffffffffff fffff fIi ff!
Chi-Square 1.7857
OF 2
Pr > ChiSq 0.4095

Sample srze = 28

Cumulative Cumulative
q6 Frequency Percent Frequency Percent

IlffllfllffffffflffffflflfffflfllfflfllllllflffffffflfIflfflifffffllil
Strongly Agree 15 51.72 15 51.72
Agre e 12 41 . 38 27 93 . 10
Do not know 2 6.90 29 100.00

Chi- Square Test
for Equal Proportions
liliiflllllllfiflffil
Chi-Square 9.5862
OF 2
Pr > ChiSq 0 0083

Sample Size 29

Cumulative Cumulative
q7 Frequency Percent Frequency Percent

fflffffffffffffffffflflllffifflfffflfillllfffffllflflfffffflffffflfflf
Strongly Agree 11 37.93 11 37.93
Agree 10 34.48 21 72.41
Do not know 2 6.90 23 79.31
DIsagree
Strongly dlsagree

4
2

13.79
6.90

27
29

93.10
100.00

ctu- Square Test
for Equal ProportIons
fflffffllllllflffflff
Chl·Square 13.2414
OF 4
Pr > ChlSq 0102

Sample s i ze 29

Cumulative Cumulative
q8 Frequency Percent Frequency Percent

flffllffflffflffflflffffffffffffffffffflfifffffffiiffffflfifflffffffff
Strongly Agree 5 16.67 5 16.67
Agree 6 20.00 11 36.67
Do not know 1 3.33 12 40 00
DIsagree 9 30.00 21 70 00
Strongly dlsagree 9 30.00 30 100.00

Chl-Square Test
for Equal Proportions
fffffffffffffffffffff
Chi-Square 7.3333
OF
Pr > cruse 0.1193

Sampl e SlZe = 30
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Cumulative Cumulative
q9 Frequency Percent Frequency Percent

IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII
Strongly Agree 15 53.57 15 53.57
Agree 7 25.00 22 78.57
Do not know 2 7.14 24 85.71
Disagree 14.29 28 100.00

Frequency Mlssing

Chi· Square Test
for Equal Proportions
IIIIIIIIIIIIIIIIIIIII
Chi·Square 14.0000
DF 3
Pr > cruse O. 0029

Effectlve Sample Size 28
Frequency Missing = 1

Cumulatlve Cumulative
ql0 Frequency Percent Frequency Percent

IfIfIfIIfIIIfIfIfIfl IfIfIfl Ifflf flIflf!!!! flflfflflfflfl IIIfIfl IIIflff
Strongly Agree 16 53.33 16 53.33
Agree 10 33.33 26 86.67
Do not know 3.33 27' 90.00
Dlsagree 10.00 30 100.00

Chi Square Test
for Equal Proportions
1IIIIfllillflllllilif
Chl·Square 18.8000
DF 3
Pr > ChiSq 0 0003

Sample Size 30

Cumulat 1ve cunul at i ve
qll Frequency Percent Frequency Percent

Ifllillfillfillflllllllllffflfffffffffffffllffffflfilffffflillfllfliff
Strongly Agree 22 73.33 22 73.33
Agree 26.67 30 100.00

Chi-Square Test
for Equal Proportions
Ifllllfflflllllillfil
Chl-Square 6.5333
DF
Pr > ChlSq 0 0106

Sample si ze 30

Cumulative Cumulative
q12 Frequency Percent Frequency Percent

fflllllllllllfflfillflffllffflfffflflllfflflillflffiffIllfllfffffflffl
Strongly Agree 21 72.41 21 72.41
Agree 8 27.59 29 100.00

Chl- Square Test
for Equal Proportlons
ffflllllfflflillfiffl
cni Square 5.8276
DF
Pr > ChlSq 0.0158

Sample s i ze = 29
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Cumulative Cumulative
q13 Frequency Percent Frequency Percent

IIIIIIIIJf IJf IIIIIIIIIIIIIIIIIII IIlf fIl IIIIIII IIIII IIIII II Iff ff IIfII IIStrongly Agree 13 44.83 13 44.83
Agree 17.24 18 62.07
Do not know 27.59 26 89.66
Disagree 6.90 28 96.55
Strongly disagree 3.45 29 100.00

cru-Square Test
for Equal Proportions
IflllillflllllllllillChi·Square 16.3448
DF 4
Pr > ChiSq 0.0026

Sample Size • 29

Cumulative Cumulative
q14 Frequency Percent Frequency Percent

IfllflllllllfffffflillflfllffflllllillflllllillflfllilfllflfflflffillfStrongly Agree 13 44.83 13 44.83
Agree 5 17.24 18 62.07
Do not know 8 27.59 26 89.66
Dlsagree 2 6.90 28 96.55
Strongly disagree 3.45 29. 100.00

Chi·Square Test
for Equal Proportlons
1IIIIIffflllfflllliliChi·Square 16.3448
DF 4
Pr > ChlSq 0.0026

Sample Size • 29

Cumulative Cumulative
q15 Frequency Percent Frequency Percent

1IIIIIIIIfllfllllflllllllfllllllllllflllllllllllllflll1IIIflllllllfilfStrongly Agree 13.79 4 13.79
Agree 17.24 9 31.03
Do not know 10.34 12 41.38
Dlsagree 20.69 18 62.07
Strongly dlsagree 11 37.93 29 100.00

Chi·Square Test
for Equal Proportlons
1IIIfllllllllllllllllChl·Square 6.6897
DF 4
Pr> ChlSq 0.1532

Sample Size 29

Cumulative Cumulative
q16 Frequency Percent Frequency Percent

1IIIIIIIIIIIflllllllllllllllllllllllllllfllfllllllllll1IIIIIfllllllllfStrongly Agree 4 13.33 4 13.33
Agree 3 10.00 7 23.33
Do not know 2 6.67 9 30.00
Disagree 8 26.67 17 56.67
Strongly dlsagree 13 43.33 30 100.00

Chi·Square Test
for Equal Proportlons
IfflfflfllllllflfllllChi·Square 13.6667
DF 4
Pr > ChlSq 0.0084

Sample Sue' 30

138



Cumulative Cumulative
q17 Frequency Percent Frequency Percent

I I II I I I I I I I I I I I I I I II I I I I I II I II II III ti I I II I I I ff I ff II I ff II III I II I I I I I I I I
Strongly Agree 22 73.33 22 73.33
Agree 6 20.00 28 93.33
Disagree 2 6.67 30 100.00

Chi-Square Test
for Equal Proportions
I II Itlltlltll Iffll II I
Chi-Square 22.4000
DF 2
Pr > ChiSq <.0001

Sample Size = 30

Cumulative Cumulative
q18 Frequency Percent Frequency Percent

1IIIItlllllllllilltllllllllllilltlllllilltllllllllliliIIIIIIIIIIIIIIII
Strongly Agree 16 53.33 16 53.33
Agree 10 33.33 26 86.67
Do not know 2 6.67 28 93.33
Disagree 2 6.67 30 100.00

Chi- Square Test
for Equal Proportions
1IIIIItlttttttllllili
Chi - Squa re 18.5333
DF 3
Pr > Oh i.Sq 0.0003

Sample s i ze = 30

Cumulative Cumulative
q19 Frequency Percent Frequency Percent

I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I til I I I I I I I I I I I I I I I I I I I I ft I I fil I Iff
Strongly Agree 22 78.57 22 78.57
Agree 5 17.86 27 96.43
Do not know 3.57 28 100.00

Chi - Square Te 5 t
for Equal Proportlons
I flliffl I fffil I fl I II I
Chl-Square 26.6429
OF 2
Pr > ChiSq <.0001

Sample Size = 28

Cumulative Cumul a t i ve
q20 Frequency Percent Frequency Percent

Iflllllfflllllffffffllfflfffffffffffffffffffffffflffffffflfflfffffffff
Strongly Agree 16 55.17 16 55.17
Agree 6 20.69 22 75.86
Do not know 6 20.69 28 96.55
Strongly o i saqr ee 3.45 29 100.00

Chl-Square Test
for Equal Proportlons
flillflillflfffffffff
Chl-Square 16.3793
DF 3
Pr > ChlSq 0.0009

Sample si ze = 29
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Cumulative Cumulative
q21 Frequency Percent Frequency Percent

i i i i i i i i i i iii i ii i ft ii i i i i i i i iii i i ii i i i i ii il iI II ii ii i i i i i i i Ii i iiii ill ii
Strongly Agree 19 65.52 19 65.52
Agree 6 20.69 25 86.21
Do not know 2 6.90 27 93.10
Disagree 1 3.45 28 96.55
Strongly disagree 3.45 29 100.00

Chi -Square Te st
for Equal Proportions
I I I ft Ii I I ft i if! ftl i ii
Chi-Square 40.4828
OF
Pr > Ch1Sq < .0001

Sample Size = 29

Cumulative Cumulative
q22 Frequency Percent Frequency Percent

iliililiiiiiiiiiiiiiiililiiiiiiiiiiiiiiiiiiiliililliiiiiffffiffffffffi
Strongly Agree 18 62.07 18 62.07
Agree 8 27.59 26 89.66
Do not know 3.45 27 93.10
Disagree 3.45 28 96.55
Strongly disagree 3.45 29' 100.00

Chi-Square Test
for Equal Proportlons
iiiiifffiiiiiffffiffi
Chi-Square 38.4138
OF 4
Pr> ChiSq <.0001

Sample s iz e = 29

Cumulative Cumulative
q23 Frequency Percent Frequency Percent

iiiiiffiiiiiiffifiiiifiiiiiiiiiiiififffiffififiifliiiiifiiiiiiiiffiili
Strongly Agree 18 64.29 18 64.29
Agree 6 21.43 24 85_71
Do not know 3 10.71 27 96.43
Strongly disagree 3.57 28 100.00

Chi· Square Test
for Equal proportlons
lifffffiiiliiffiliiii
Chi-Square 24.8571
OF 3
Pr > Ch1Sq <.0001

Sample Size = 28

Cumulat i ve Cumulative
q24 Frequency Percent Frequency Percent

iflllllllllllfffflffffflilififfilllflffflffflffflfifilIfllfffffffffiff
Strongly Agree 19 65.52 19 65.52
Agree 17.24 24 82.76
Do not know 13.79 28 96.55
Strongly d1sagree 3.45 29 100.00

Ch1-Square Test
for Equal Proportions
fl I Ilf il li I if I lf ff fff
Chi-Square 26.5862
OF 3
Pr > Ch1Sq <.0001

Sample s iz e = 29
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Cumulative Cumulative
q25 Frequency Percent Frequency Percent

f f f ff ff f f f f ff f Ii il fil I I lil II I Ii I IIIIIi Ii i I fl II If I I I ff f f f II Ifl II I I I II I I
Strongly Agree 23 79.31 23 79.31
Agree 5 17.24 28 96.55
Do not know 3.45 29 100.00

Chi-Square Test
for Equal Proportions
IIIIIIIIIIIIIIIIIIIII
Chi-Square 28.4138
DF 2
Pr > ChiSq < .0001

Sample Size = 29

Cumulative Cumulative
q26 Frequency Percent Frequency Percent

1IIIIIIIIIIIIIIIIIIIIIIIIIIIIfllflffllllllllllllllliliIIIIIIIIIIIIIIII
Strongly Agree 24 82.76 24 82.76
Agree 3 10.34 27 93.10
Do not know 6.90 29 100.00

Chl-Square Test
for Equal Proportions
IIIIIIIIIIIIIIIIIIIII
Chi-Square 31.9310
OF 2
Pr> CniSq <.0001

Sample Size 29

Cumulative Cumulative
q27 Frequency Percent Frequency Percent

1IIIIIIIIIIIIIIIIIIIIIIIIIIillllllllllllllllllllillili1IIIIIIIIilllili
Strongly Agree 21 72.41 21 72.41
Agree 13.79 25 86.21
Do not know 10.34 28 96.55
Strongly disagree 3.45 29 100.00

Chi-Square Test
for Equal Proportions
IIIIIIIIIIIIIIIIIIIII
Chi-Square 35.4138
OF 3
Pr > cru se < .0001

Sample Size = 29

Cumulative Cumulative
q28 Frequency Percent Frequency Percent

I I I I Ii I II I I I I I I I I I fl fil I I I I I I I II fil I I I i I fil I Iff I I I Iff I Iff I Ii i fil fil Iff
Strongly Agree 21 72.41 21 72.41
Acree 5 17.24 26 89.66
Do not know 2 6.90 28 96.55
Dlsacree 3.45 29 100.00

ctu- Square Test
for Equal Proportions
1IIIIIIIfillfillflili
Chl-Square 35.9655
OF 3
Pr > cruse <.0001

Sampl e Sne = 29
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Cumulative Cumulative
q29 Frequency Percent Frequency Percent

iiii iIil IIIIIII IIII IIII II i Iii i IIi IIIIIli iiIiiIIiif III IfIifff fil Ii ii ii i
Strongly Agree 23 79.31 23 79.31
Agree 5 17.24 28 96.55
Do not know 3.45 29 100.00

Chi-Square Test
for Equal Proportions
Ii iIIiifilii ft ft IIff i
Chi-Square 28.4138
OF
Pr > ChiSq < .0001

Sample Size = 29

Cumulative Cumulative
q30 Frequency Percent Frequency Percent

illlillfllllillflflflllillfililflffllfflffflffifflilifffillfifififffil
Strongly Agree 21 70.00 21 70.00
Agree 7 23.33 28 93 33
Strongly disagree 2 6.67 30 100.00

Chi - Square Test
for Equal Proportlons
1IIIIflflflillfillfif
Chi-Square 19.4000
OF 2
Pr > ChiSq <.0001

Sample Size 30

Cumulative Cumulative
q31 Frequency Percent Frequency Percent

Illflflflllllfllllfllllflflllfllffllfllflfllfllflillillilfffifilflilff
Strongly Agree 20 68.97 20 68.97
Agree 24.14 27 93. 10
00 not know 3.45 28 96.55
Dlsagree 3.45 29 100.00

ChI-Square Test
for Equal Proportions
Ilflfflllllllfffllllf
Chi - Square 33.2069
OF 3
Pr > ChiSq <.0001

Sample srz e = 29

Cumulative Cumulative
q32 Frequency Percent Frequency Percent

fffflflflflfflllfflffllffflllfflfllillfillfllfffflfiffIffllillfifiliff
Strongly Agree 18 62.07 18 62.07
Agree 10 34.48 28 96.55
Do not know 3.45 29 100.00

Chi· Square Test
for Equal Proportions
Iffflilfllllillflilif
Chi-Square 14.9655
OF 2
Pr > cru.se 0.0006

Sample Size = 29
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Cumul at i ve Cumu l a t i ve
q33 Frequency Percent Frequency Percent

ii i i i i i i i i i i i i i i i i i i i i i i i i i if i f iff i !ffii iff f f i f iff i f ifff f f i i i i i i i!f i i f
Strongly Agree 24 82.76 24 82.76
Agree 13.79 28 96 55
Do not know 3.45 29 100.00

Chi-Square Test
for Equal Proportions
iif fifff f ff iffJffi fff
Chl-Square 32.3448
OF 2
Pr> ChlSq <.0001

Sample s rze 29
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Annexure B:

Student respondents
Cumulative Cumulative

ql Frequency Percent Frequency Percent
i iiIil IiiI Iiil Iil illl Ii ft IIIiiiIi Iii i IiIIi Ii IIII il ilf ft fffffiff ff ft IfiStrongly Agree 36 72.00 36 72.00
Agree 13 26.00 49 98.00
Strongly disagree 2.00 50 100.00

Chi-Square Test
for Equal Proportions
ffffilililffifflilfff
Chi-Square 37.9600
OF 2
Pr> ChiSq <.0001

Sample Size 50

Cumulative Cumulati ve
q2 Frequency Percent Frequency Percent

flillflflffflfllfffffllfffllfllfflillfifilfflffffflfffffiflllllllffiflStrongly Agree 23 50.00 23 50.00
Agree 15 32.61 38 82.61
Do not know 15.22 45 97.83
Strongly disagree 2.17 46 100.00

Chi-Square Test
for Equal Proportions
IffffilfiflflflllffifChi-Square 23.9130
OF 3
Pr > ChiSq <.0001

Sample Size 46
Cumulative Cumulative

q3 Frequency Percent Frequency Percent
IfllffffffffflfffffffffffffffffffffffffffflfffffffffflIllfllflifflfliiStrongly Agree 31 62.00 31 62.00
Agree 13 26.00 44 88.00
Do not know 6.00 47 94.00
Disagree 1 2.00 48 96 00
Strongly disagree 2 4.00 50 100.00

Chi-Square Test
for Equal Proportlons
lilififfffffiffffffffChl-Square 64.4000
OF
Pr> ChlSq <.0001

Sample size 50

Cumulahve Cumulative
q4 Frequency Percent Frequency Percent

ffflfflfffffffflffffffffffffffffffffffffffffffffffffffffffffffffffffffStrongly Agree 32 64.00 32 64.00
Agree 14 28.00 46 92.00
Do not know 3 6.00 49 98.00
Dlsagree 2.00 50 100.00

Cni v Squar'eTest
for Equal Proportlons
ffffffffiffffflffllllChl-Square 48.4000
OF 3
Pr> ChiSq <.0001

Sample Size 50
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Cumulative Cumulative
q5 Frequency Percent Frequency Percent

IffflffffffffllffllffllffflllfflflfflffflllffflffffiffffflffffffffliffStrongly Agree 15 30.61 15 30.61
Agree 17 34.69 32 65.31
Do not know 13 26.53 45 91.84
D1sagree 2 4.08 47 95.92
Strongly disagree 2 4.08 49 100.00

Chi-Square Test
for Equal Proportions
IfffffflIffffffl IIIfI
Chi-Square 21.5102
DF 4
Pr > Ch1Sq 0.0003

Sample Size = 49

Cumulative Cumulative
q6 Frequency Percent Frequency Percent

1IIIIIIIIIIIIIIIIIfllfillflllllillfllllllllillfllllili1IIIIIIIIIIIfili
Strongly Agree 28 57.14 28 57.14
Agree 16 32,65 44 89.80
Do not know 6.12 47 95.92
Disagree 2.04 48 97.96
Strongly disagree 2.04 49 100.00

Chi-Square Test
for Equal Proportions
IllflllfflfllllfllfflChi·Square 58.2449
DF 4
Pr > ChiSq <.0001

Sample Size = 49

Cumul.a t i ve Cumulative
q7 Frequency Percent Frequency Percent

IfllllfflfflllllfflflllillfillflllllfflffllfllillflillfllllllfffllfilfStrongly Agree 15 30.61 15 30.61
Agree 14 28.57 29 59.18
Do not know 11 22.45 40 81.63
D1sagree 2 4.08 42 85.71
Strongly d1sagree 14.29 49 100.00

Chi-Square Test
for Equal Proportions
fillflflflfflflffffflCh1-Square 11.7143
OF 4
Pr > Ch1Sq 0.0196

Sample Slze = 49

Cumulative Cumulatlve
q8 Frequency Percent Frequency Percent

fflfllillfllflllllffllillflllfffffflffflllllllllllllllIIIIIIIIIIIIIIIIStrongly Agree 9 18.37 9 18.37
Agree 15 30,61 24 48.98
Do not know 6 12.24 30 61.22
D1sagree 9 18.37 39 79.59
Strongly d1sagree 10 20.41 49 100.00

Ch1-Square Test
for Equal Proportlons
IIIIIIIIIIII IIIlffIff
Ch1·Square 4.3673
DF 4
Pr > Ch1Sq 0 3586

Sample Size 49
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Cumulative Cumulative
q9 Frequency Percent Frequency Percent

III IIIIft IIIIIIIII IIII III IIIII II II III III II IIIIII III III II IIIIIII IIIIIIIStrongly Agree 22 44.00 22 44.00
Agree 15 30.00 37 74.00
Do not know 11 22.00 48 96.00
Disagree 1 2.00 49 98 00
Strongly disagree 1 2.00 50 100.00

Chi·Square Test
for Equal Proportions
IIIIIIIIIIIIIIIIIIIII
cru-Square 33.2000
OF
Pr > ChiSq <.0001

Sample Size : 50

Cumulative Cumulative
q10 Frequency Percent Frequency Percent

11111111111111/1111111111/111/1111111/111/111111/1111/1111111/1//1/111
Strongly Agree 21 42.00 21 42.00
Agree 16 32.00 37 74.00
Do not know 10 20.00 47 94.00
Disagree 2 4.00 49 98.00
Strongly disagree 2.00 50. 100.00

Chi-Square Test
for Equal Proportions
1111111111/1111111111
Chl-Square 30.2000
OF 4
Pr > ChiSq <.0001

Sample Size 50

Cumulative Cumulative
q11 Frequency Percent Frequency Percent

I111111111111111111111111111111111111111fllll111111111111111111//1/1//Strongly Agree 15 32.61 15 32.61
Agree 24 52.17 39 84 78
Do not know 10.87 44 95 65
Strongly disagree 4.35 46 100 00

Chi-Square Test
for Equal Proportions
1IIIlll1111111111flfiChl-Square 26.1739
OF 3
Pr > ChlSq <.0001

Sample Size : 46

Cumulative Cumulative
q12 Frequency Percent Frequency Percent

fflffflfffffffffffffffffffffffffffffffflffffffllflffffffflffflllffffff
Strongly Agree 15 34.09 15 34.09
Agree 16 36.36 31 70.45
Do not know 10 22.73 41 93.18
Olsagree 2.27 42 9545
Strongly dlsagree 4.55 44 100 00

Frequency Misslng

Chl-Square Test
tor Equal Propornons
fffffflflffffffffffffChl-Square 22.5909
OF 4
Pr > ChlSq 0.0002

Effectlve Sample Slze 44
Frequency Missing: 1
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Cumulative Cumulative
q13 Frequency Percent Frequency Percent

IIIIIIII IIIIIII1111 II II II II IIII IIIIII IIIII IIff II IIII II III IIIIIIIIII III
Strongly Agree 22 44.90 22 44.90
Agree 15 30.61 37 75.51
Do not know 4 8.16 41 83.67
Disagree 6 12.24 47 95.92
Strongly disagree 2 4.08 49 100.00

Frequency Misslng

Chi· Square Test
tor Equal Proportions
I IIII ff II1111 I IIII III
Chl·Square 29.0612
OF
Pr > ChiSq <.0001

Effective Sample Size 49
Frequency Mlsslng = 1

Cumulative Cumulative
q14 Frequency Percent Frequency Percent

11111 11111 III II II flifl Iff fIlII 11111 III II 11111 11111 III I IIIfIIflfIIIIIl1
Strongly Agree 25 51.02 25 51.02
Agree 15 30.61 40' 81.63
Do not know 8.16 44 89.80
Disagree 8.16 48 97.96
Strongly dlsagree 2.04 49 100.00

cruvsquar-e Test
tor Equal Proportions
111111111111111111111
Chi·Square 41.1020
OF 4
Pr> ChiSq <.0001

Sample sxz e 49

Cumul a t i ve Cumulative
q15 Frequency Percent Frequency Percent

111111111111111111111111111111 III ff ff 111IIIIIIII ff ff 111 1111111 II111111
Strongly Agree 5 10.20 5 10.20
Agree 10 20.41 15 30.61
00 not know 9 18.37 24 48.98
Disagree 15 30.61 39 79.59
Strongly disagree 10 20.41 49 100.00

cnr-squar-s Test
tor Equal Proportlons
11I1IIIII11II111III1I
Chl·Square 5.1837
OF 4
Pr > ChlSq 0.2690

Sample s ize = 49

cumul at i ve Cumulative
q16 Frequency Percent Frequency Percent

111111111111111111/11/111/111111/111111111111111111111111111111I1111I1
Strongly Agree 22 47.83 22 47.83
Agree 10 21.74 32 69.57
00 not know 2 4.35 34 73.91
Dlsagree 15.22 41 89.13
Strongly dlsagree 10.87 46 100.00

Chi· Squa re Test
for Equal Proportions
11/1111/1111111111111
Chl·Square 25.9565
OF 4
Pr > ChlSq <.0001

Sample srae 46

Cumul at i ve cumui at ive
q17 Frequency Percent Frequency Percent

/1/111111111/1111111111111111111111111111/1111111111111111111111111111
Strongly Agree 37 75.51 37 75.51
Agree 9 18.37 46 93.88
Do not know 2 4.08 48 97.96
Dlsagree 2.04 49 100.00

cru- Square Test
tor Equal Proportions
111111111111111111111
cru- Squa re 69.7755
OF 3
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Pr > ChiSq <.0001

Sample Size 49

Cumulauve Cumulative
q18 Frequency Percent Frequency Percent

I I I I I I f! I I I I I I I I I I f! I I I I I I I If! I i i if! I I I i I I f! i i i I i I i t i i i I i i f! ii i I i i I ii i
Strongly Agree 20 40.82 20 40.82
Agree 9 18.37 29 59.18
Do not know 4 8.16 33 67.35
Disagree 8 16.33 41 83.67
Strongly disagree 8 16.33 49 100.00

Chi· Square Test
for Equal Proportions
1IIIiiiilllilliilllli
Chi·Square 14.7755
DF
Pr > ChiSq 0.0052

Sample Size = 49

Cumulative CumulatIve
q19 Frequency Percent Frequency Percent

i I I I I li i i I I f! I I I I I I I I i I i I i i I f! i I i I I i if! I I I i i I I I I i i i jf I i I fil I II i I i III I I
Strongly Agree 36 73.47 36 73.47
Agree 11 22.45 47 95 92
Do not know 2 4.08 49 100.00

Chi· Square Test
for Equal Proportions
lilllillillflflfllfil
ChI' Square 38.0000
DF 2
Pr > ChiSq <.0001

Sample Size 49

Cumulative CumulatIve
q20 Frequency Percent Frequency Percent

fllillfllllllllillfllllllllillfililllllllllllllllllill1IIIIIIIIIIIflii
Strongly Agree 11 22.00 11 22.00
Agree 10 20.00 21 42 00
Do not know 19 38.00 40 80 00
DIsagree 8 16.00 48 96 00
Strongly disagree 2 4.00 50 100 00

ChI' Square Test
for Equal ProportIons
1IIIIIIIIflfllllllili
ChI' Squa re 15.0000
DF 4
Pr > ChlSq 0.0047

Sample s i ze = 50
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Cumulative Cumulative
q21 Frequency Percent Frequency Percent

i i i i i i i i i i i i i i i f i i i i ii iii II il II I I I li i i i i i i i i i il i I i I i i i i i i i i I i i i il iii i I
Strongly Agree 33 66.00 33 66.00
Agree 10 20.00 43 86.00
Do not know 2 4.00 45 90.00
Disagree
Strongly disagree

8.00
2.00

49
50

98.00
100.00

Chi- Square Test
for Equal Proportions
I i i i i i I I I I lf lf i I i I lf I
Chi-Square 71.0000
OF 4
Pr > ChiSq <.0001

Sample Size 50

Cumulative Cumulative
q22 Frequency Percent Frequency Percent

1IIIIillfliiilllillllllllililllilillllllillililllllliiIIIIIIIIIIIIIIII
Strongly Agree 27 54.00 27 54.00
Agree 20 40.00 47 94.00
Do not know 2 4.00 49 98.00
Disagree 1 2.00 50 100.00

Chi -Square Test
for Equal Proportions
iilillilliilllllllill
Chi-Square 40.7200
OF 3
Pr > ChiSq <.0001

Sample Size 50

Cumulative Cumulative
q23 Frequency Percent Frequency Percent

I I I I I I I I I li I I I i I I I I I I lf I I i I I I I I I I I ii I I I II i lf I II I I I I I I I fl I I I lf fl I I I I I f I
Strongly Agree 21 42.00 21 42.00
Agree 18 36.00 39 78.00
Do not know 2 4.00 41 82.00
Dlsagree 5 10.00 46 92.00
Strongly dlsagree 8.00 50 100 00

Chi· Square Test
for Equal Proportions
ililfiflfiilffliflfff
Chi-Square 31.0000
OF
Pr > cmsc <.0001

Sample sa ze = 50

Cumulative Cumulatlve
q24 Frequency Percent Frequency Percent

ffflfflffffflffffffffilififfffffififfllfffflffllfffiffffflffflffffffff
Strongly AQree 29 59.18 29 59.18
Agree 14 28.57 43 87.76
Do not know 1 2.04 44 89.80
Disagree 2 4.08 46 93.88
Strongly dlsagree 3 6.12 49 100.00

cru-sccar-e Test
for Equal Proportlons
Ilf fil lf f Iliff lf fl f lf
Chl-Square 58 2449
OF 4
Pr > ChiSq <.0001

Sample srz e 49
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Cumulative Cumulative
q25 Frequency Percent Frequency Percent

iiiiiii iiiiiii ii i iiiiii iiiiiiii i ii ii iiiiiitt ii iIJJIii iiI iilli iIIiiii ff
Strongly Agree 37 75.51 37 75.51
Agree 10 20.41 47 95.92
Do not know 1 2.04 48 97.96
Strongly disagree 2.04 49 100.00

cru-Square Test
for Equal Proportions
fffflfffffffffffffffiChi·Square 71.0816
OF 3
Pr > ChiSq <.0001

Sample Size = 49

Cumulative Cumulative
q26 Frequency Percent Frequency Percent

ffffffffffffffffffffffffffffffffffffffffflffffffffffffffffifffflfffiff
Strongly Agree 33 66.00 33 66.00
Agree 11 22.00 44 88.00
Do not know 5 10.00 49 98.00
Strongly dlsagree 2.00 50 100.00

cru Square Test
for Equal Proportions
fffffffffffffffffffff
Chl·Square 48.8800
OF 3
Pr > ChiSq <.0001

Sample SlZe 50

Cumulative Cumulative
q27 Frequency Percent Frequency Percent

ffffffffffffffffffffiffffffffffffffffffffffffffffffffffifffflffffffiflStrongly Agree 43 86.00 43 86.00
Agree 6 12.00 49 98.00
Dlsagree 2.00 50 100.00

Chi·Square Test
for Equal Proportlons
ffffiflffffffffffffffChi·Square 63.1600
OF 2
Pr > cruse <.0001

Sample Size = 50

Cumul a t i ve Cumulati ve
q28 Frequency Percent Frequency Percent

ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
Strongly Agree 31 62.00 31 62.00
Agree 16 32.00 47 94.00
Do not know 2 4.00 49 98.00
Dlsagree 2.00 50 100.00

Chl'Square Test
for Equal Proportlons
fffffffffffffffflllfl
Chi·Square 47.7600
OF 3
Pr > ChlSq <.0001

Sample Size = 50
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Cumulative Cumulative
Q29 Frequency Percent Frequency Percent

I I I I I I I I I I I I I I II I I I I I I I I II I I I I I I I I II I I I I I I I I I I I I I I II II fil II I II I I I I I I I IStrongly Agree 34 68.00 34 68.00
Agree 6 12.00 40 80.00
Do not know 3 6.00 43 86.00
Disagree 3 6.00 46 92.00
Strongly disagree 8.00 50 100.00

Chi-Square Test
for Equal Proportions
IlfllfllllllllfflflllChi-Square 72.6000
OF
Pr > ChiSq <.0001

Sample Size ; 50

Cumulative Cumulatlve
q30 Frequency Percent Frequency Percent

1IIIfflflllllllillflflflfflflfflillfllllllllffflllliliffillflfffflliffStrongly Agree 40 80.00 40 80.00
Agree 7 14.00 47 94.00
Strongly disagree 3 6.00 5~ 100.00

Chi-Square Test
for Equal Proportions
IfffllffffflflillfillChi-Square 49.4800
OF 2
Pr> ChlSq <.0001

Sample Size 50
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Annexure C:

Staff members respondents the samewhereand student
statements were stated

Cumulative Cumulative
nqt Frequency Percent Frequency Percent

I I I I I I i i i iJf I i i i Jf i Jf I I i Jfi lil i i i iii i Jf i i i i il I I I I I I i I III I I I i I i I I i I I I I I
Strongly Agree 58 72.50 58 72.50
Agree 21 26.25 79 98.75
Strongly disagree 1.25 80 100.00

Chi-Square Test
for Equal Proportlons
Jf Jf I Jf I I I I II Jf I I I I II
Chl-Square 62.7250
OF 2
Pr > ChiSq <.0001

Sample si ze = 80

Cumulative Cumulative
nq2 Frequency Percent Frequency Percent

I I I I I I I I I I I I I I i I I I I I i I I II I I I i I i I i i I I I I I I I I I I I I I i I I i I i I I I I I I I I I I I I I I I I i
o 5 6.25 5 6.25

Strongly Agree
Agree
Do not know
Strongly di saqr ee

51.25
31.25
10.00
1.25

57.50
88.75
98.75

100.00

46
71
79
80

41
25
8

Chi· Square Test
for Equal Proportions
111111111111111111111
cru vscuare 69.7500
OF
Pr > ChiSq < .0001

Sample Size = 80

Cumulative Cumulative
nq3 Frequency Percent Frequency Percent

1IIIIIIIIIIIIIIIIIIIIiliilililililillillilllllllllliliIlililllllillill
Strongly Agree 49 61.25 49 61.25
Agree 21 26.25 70 87.50
Do not know 4 5.00 74 92.50
Dlsagree 3 3.75 77 96.25
Strongly drsaqr ee 3 3.75 80 100.00

Chl-Square Test
for Equal Proportions
I I I I II II li i III illl II I
Chi·Square 99.7500
OF
Pr > cru sq <.0001

Sample sa ze = 80

Cumulatlve Cumulatlve
nq4 Frequency Percent Frequency Percent

1IIIIIIiiIIiiIififfiIiiffiiflillflffflillflfllflllffiffllfillfllfliffl
o 1 1 .25 1 1 .25

51 63.75 52 65.00
23 28.75 75 93.75

5.00 79 98.75
1.25 80 100.00

Strongly Agree
Agree
Do not know
Dlsagree

Chl-Square Test
for Equal Proportions
fiffillfilliflfflliff
cru Square 116.7500
OF
Pr > cru sq <.0001

Sample Sa za = 80
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Cumulat ive Cumulat ive
nq5 Frequency Percent Frequency Percent

IIIIIII IIIIIIIIIIIIIIIIII IIII IIIIIIIII IIIIII II II IIIJf IIIIIIIIIIII IIIII
o 3 3.75 3 3.75

26 32.50 29 36.25
23 28.75 52 65.00
24 30 00 76 95.00
2 2 50 78 97.50
2 2.50 80 100.00

Strongly Agree
Agree
Do not know
Disagree
Strongly disagree

Chi-Square Test
for Equal Proportlons
IIIIIIIIIIIIIIIIIIIII
Chi-Square 54.8500
OF
Pr > ChiSq <.0001

Sample Size = 80

Cumulative Cumulative
nq6 Frequency Percent Frequency Percent

1IIIIIIIIIIIIIIIIIIIIIIIflllllllllllllllllllllllllll111111111111111111
o 2 2 . 50 2 2 . 50

43 53.75 45 56 25
28 35.00 73 91.25

Strongly Agree
Agree
Do not know
nrsaqr-e e
Strongly d1sagree

5 6.25
1.25
1.25

97.50
98.75
100.00

78
79
80

Chi-Square Test
for Equal Proportions
111111111111111111111
Chi -Square 119.8000
OF
Pr > ChiSq <.0001

Sample Size = 80

Cumulative Cumulative
nq7 Frequency Percent Frequency Percent

l1111111111111111flfl1fllflfflfll1111ffllfl11111fllflf1111111111111111
o 2 2.50 2 2.50

26 32.50 28 35.00
24 30.00 52 65.00
13 16.25 65 81.25
6 7.50 71 88.75
9 11 .25 80 100.00

Strongly Agree
Agree
Do not know
D1sagree
Strongly dlsagree

Chi-Square Test
for Equal ~roportlons
111fl1111ffllllffffff
Chi-Square 35.6500
OF 5
Pr > cruse <.0001

Sample s i ze = 80

nq8 Frequency Percent Frequency Percent
111111flllfl111111111111111111111flflfllllillflfllll111IIIIIII11111flio 1 1.25 1 1.25

Cumul a t i ve Cumulative

Strongly Agree
Agree
Do not know
Disagree
Strongly disagree

14 17.50
21 26.25

8.75
18 22.50
19 23.75

15 18.75
36 45.00
43 53.75
61 76.25
80 100.00

Chi-Square Test
for Equal Proportlons
Iflillflllll111111111
Chl-Square 22.9000
OF 5
Pr > ChlSq 0004

Sample S12e 80
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Cumulative Cumulative
nes Frequency Percent Frequency Percent

IIIII IIII IIII IIIII IIIIIIII IIIIII IIII Ift III III I IIIIIIIIII IIIIIII II IIII I
o 2 2 .50 2 2 . 50

37 46.25 39 48.75
22 27.50 61 76.25
13 16.25 74 92.50

Strongly Agree
Agree
Do not know
Disagree
Strongly disagree

5 6.25
1.25

79
80

98.75
100.00

Chi· Square Test
for Equal Proportions
IIIIIIIIIIIIIIIIIIIII
Chi·Square 73.9000
OF 5
Pr > ChiSq <.0001

Sample srz e 80

Cumulauve Cumulative
nq10 Frequency Percent Frequency Percent

1IIIIIIIIIIIIIIIIIIIIIIIIIIIIIfllflllllillflfflfflffffffffffffffffffff
Strongly Agree 37 46.25 37 46.25
Agree 26 32.50 63 78.75
Do not know 11 13.75 74 92.50
Disagree 5 6.25 79 98.75
Strongly disagree 1 .25 80 100.00

Chi· Square Test
for Equal Proport10ns
fffffffffffffffffffff
Chi·Square 57.0000
OF
Pr> ChiSq <.0001

Sample Size 80

Cumulative Cumulative
nq11 Frequency Percent Frequency Percent

ffffffffffffffflffffffffffffffffffffffffffffffffffffffffffffffffffffff
o 4 5.00 4 5.00

37 46.25 41 51.25
32 40.00 73 91.25
5 6.25 78 97.50
2 2.50 80 100.00

Strongly Agree
Agree
00 not know
Strongly dHagree

Chi·Square Test
for Equal Proporuons
fffffffffffflfffflfff
cni- Square 72.3750
OF
Pr > Ch1Sq -c .0001

Sample Size = 80

Cumulatlve Cumulative
nq12 Frequency Percent Frequency Percent

fllllffflfffffflllllllllffffflffllflflffffffffffffffffffffffffffffffffo 7 8.75 7 8.75
36 45.00 43 53 75
24 30.00 67 83.75
10 12.50 77 96.25

1.25 78 97.50
2.50 80 100.00

Strongly Agree
Agree
00 not know
Disagree
Strongly dlsagree

cm Square Test
for Equal Proport10ns
fffffffffffffffffffff
Ch1·Square 71.9500
OF 5
Pr > Ch1Sq <.0001

Sample S1ze = 80
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Cumulative Cumulative

Strongly Agree
Agree
Do not know
Disagree
Strongly disagree

nq13 Frequency Percent Frequency Percent
I II I I I I I I I I I I I II I I I I I I I I!! I I I I I I I I II II II I I I III I I II I I I I I I I II I II I I I I I I I Io 2 2.50 2 2.50

35 43.75 37 46.25
20 25.00 57 71.25
12 15.00 69 86.25
8 10.00 77 96.25
3 80 100.003.75

ctu- Square Test
for Equal Proportions
II!!I I II III Iff II fflllChi·Square 58.4500
OF 5
Pr > ChiSq <.0001

Sample Size 80

Cumulative Cumulatlve
nq14 Frequency Percent Frequency Percent

IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII
o 2 2.50 2 2.50

38 47.50 40 50.00
20 25.00 60 75.00
12 15.00 7'2 90.00
6 7.50 78 97.50
2 2.50 80 100.00

Strongly Agree
Agree
Do not know
Dlsagree
Strongly dlsagree

Chi Square Test
tor Equal Proportions
I ff I IIII I I I I ffll ff I IIChi-Square 72.4000
OF 5
Pr > ChlSq <.0001

Sample Size 80

Cumulative Cumulative
nq15 Frequency Percent Frequency Percent

I IIII I III I I I I I I I IIIIII I IIIIIII II II IIIIIIII IIIIIIIIII IIII III III III IIIII
o 2 2.50 2 2.50

9 11.25 11 13.75
IS 18.75 26 32.50
12 15.00 38 47.50
21 26.25 59 73.75
21 26.25 80 100.00

Strongly Agree
Agree
Do not know
Dlsagree
Strongly dlsagree

Chi-Square Test
for Equal Proportlons
II ffffil II II IIII I I I II
cnr-squar-e 20.2000
OF 5
Pr > cruse 0.0011

Sample SHe = 80

Cumulatlve Cumulatlve
nqis Frequency Percent Frequency Percent

Ilfllllllllllflflfflllllllfllllllflllllllllflllllllfll1IIIIIfllllllilio 4 5.00 4 5.00
26 32.50 30 37.50
13 16.25 43 53.75
4 5.00 47 58.75

IS 18.75 62 77.50
18 22.50 80 100.00

Strongly Agree
Agree
Do not know
DlSagree
Strongly dlSagree

Chi-Square Test
for Equal Proportlons
ff fff Ilf I I I f Iffl fl IffChl-Square 26.9500
OF 5
Pr > ChlSq <.0001

Sample SHe = 80
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Cumulat i ve Cumulat i ve
nq17 Frequency Percent Frequency Percent

ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
o 1 1.25 1 1.25

Strongly Agree 59 73.75 60 75.00
Agree
Do not know
Disagree

15 18 75 75 93.75
2 2.50 77 96.25
3 3.75 80 100.00

Chi· Square Test
for Equal Proportions
fffffffffffffffffffff
Chi·Square 152.5000
OF 4
Pr > ChiSq < .0001

Sample Size 80

Cumulative Cumulative
nq19 Frequency Percent Frequency Percent

ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
o 3 3.75 3 3.75

Strongly Agree
Agree
Do not know
D1sagree
Strongly disagree

42
14
5
8

52 50
17 50
6 25

10 00
10.00

45 56.25
59 73.75
61 80.00
72 90.00
80 100.00

cni Square Test
for Equal Proportions
fffffffffffffffffffff
Chi·Square 79.1500
OF
Pr > ChiSq <.0001

Sample Size = 80

Cumulatlve Cumulative
nq20 Frequency Percent Frequency Percent

ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
o 2 2.50 2 2.50

52 65.00 54 67.50
17 21.25 71 88.75
8 10.00 79 98.75

Strongly Agree
Agree
Do not know
Strongly disagree 1.25 80 100.00

cru Square Test
for Equal Proportlons
fffffffffffffffffffff
Ch1·Square 111.3750
OF
Pr> Ch1Sq <.0001

Sample s i ze 80

cunuï at ive Cumulati ve

Strongly Agree
Agree
Do not know
Olsagree
Strongly d1sagree

nq21 Frequency Percent Frequency Percent
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff

o 1 1.25 1 1.25
30 37.50 31 38.75
16 20.00 47 58.75
21 26.25 68 85.00
9 11.25 77 96.25
3 3.75 80 100.00

Chi· Square Test
for Equal Proportlons
fffffffffffffffffffff
ChI·Square 46.6000
OF
Pr > ChlSq <.0001

Sample Size = 80
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Cumulative Cumulative

Strongly Agree
Agree
Do not know

nq22 Frequency Percent Frequency Percent
III IIIIII II II III II III IIII IIIIIII II Ifl IIff fff Jf If Iff f ffl I IIfil fIff fffff

o 1 1.25 1 1.25
51 63 .75 52 65 .00
18 22.50 70 87.50
3 3.75 73 91.25
5 6.25 78 97 50
2 2.50 80 100.00

Disagree
Strongly disagree

Chi- Square Test
for Equal Proportions
ffffff ff ffl Ifllfffl ff
Chi - Squa re 142.3000
OF 5
Pr > ChiSq <.0001

Sample Size = 80

Cumulative Cumulative

Strongly Agree
Agree
Do not know
Disagree
Strongly disagree

nq23 Frequency Percent Frequency Percent
IffffffffffffffffffffffffflffffflfflfffffllffffffffilfIlfffffflffffffl

o 2 2.50 2 2.50
45 56.25 47 58.75
26 32.50 73 91.25

6.25 "ffl 97.50
1.25 79 98.75
1 .25 80 100. 00

Chi-Square Test
for Equal Proportions
f fJffJff Jff ff Ifflf Ilf
Chi-Square 124.9000
OF
Pr > ChiSq <.0001

Sample s i ze = 80

Cumulative Cumulative
nq24 Frequency Percent Frequency Percent

ffffllllfflfflffflfllfffffffffllffillflffffflllfflfilfIfllllffffffffff
o 1 1 .25 1 1 .25

40 50.00 41 51.25
23 28.75 64 80.00
6 7.50 70 87.50
5 6.25 75 93.75
5 6.25 80 100.00

Strongly Agree
Agree
Do not know
D1sagree
Strongly dlSagree

Chi - Square Test
for Equal Proportions
ffffllllfffllfllfffff
Ch1-Square 86.2000
OF 5
Pr > Ch1Sq <.0001

Sample s i ze = 80

Cumulative Cumulative

Strongly Agree
Agree
Do not know

nq25 Frequency Percent Frequency Percent
1IIIIIIIfflllllffflllllllllllllllllllllllllfllllllllll1IIIIIIIIIIIIIfl

o 2 2.50 2 2.50
52 65.00 54 67.50
19 23.75 73 91.25
2 2.50 75 93.75
2 2.50 77 96.25
3 3 .75 80 100 00

D1sagree
Strongly d1sagree

Ch1-Square Test
for Equal Proportlons
I IIIIIII II II IIII III II
Chi-Square 151.4500
OF 5
Pr > Ch1Sq <.0001

Sample s i ze • 80
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Cumulative Cumulative
nq26 Frequency Percent Frequency Percent

fffffffffffffffffJJfflllllllfllfllllffffffflffffflfflfffJfffflfffflJff
o 2 2 . 50 2 2 . 50

Strongly Agree
Agree
Do not know
Strongly disagree

61
13
3

76.25
16.25
3.75
1.25

63
76
79
80

78.75
95.00
98.75
100.00

Chi-Square Test
for Equal ProportIons
flfffffffffffffffffff
Chi-Square 164.0000
OF
Pr > ChiSq <.0001

Sample Size = 80

Cumulative CumulatIve
nq27 Frequency Percent Frequency Percent

ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
o 1 1.25 1 1.25

54 67.50 55 68.75Strongly Agree
Agree
Do not know
Strongly disagree

15
8
2

18.75
10.00
2.50

70
78
80

87.50
97.50
100.00

Chi -Square Test
for Equal ProportIons
fffffffffffffffffffff
Chi· Square 120.6250
OF
Pr > ChISq <.0001

Sample s i ze = 80

Cumulative Cumulative
nq28 Frequency Percent Frequency Percent

ffffffffffffffffffffflfffffflffffflfflffffllfflfffffffffllflflfllflfff
o 1 1.25 1 1.25

64 80.00 65 81.25
11 13.75 76 95.00
2 2.50 78 97.50

2.50 80 100.00

Strongly Agree
Agree
Do not know
DIsagree

Chi-Square Test
for Equal ProportIons
Ilflfffllfffflffffflf
Chi·Square 184.1250
OF 4
Pr> ChISq <.0001

Sample s i ze 80

Cumulatlve Cumulative
nq29 Frequency Percent Frequency Percent

ffffffffflfffffllfffffffffffffffffffffffffffffffflffffflflfflfffllfffl
o 1 1.25 1 1.25

54 67.50 55 68.75
21 26.25 76 95.00
3 3.75 79 98.75

1.25 80 100.00

Strongly Agree
Agree
Do not know

ChI' Square Test
for Equal ProportIons
fffffffffllffflfffflf
ChI-Square 130.5000
OF
Pr> ChISq <.0001

Sample srze 80
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Cumulative Cumulative
nq30 Frequency Percent Frequency Percent

1111111111111 jj 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 11 1 1 11 1 1 1 11 111 1 11 11 11 11111111111111111
Strongly Agree 55 G8. 75 55 68.75
Agree 13 16.25 68 85.00
Do not know 3 3.75 71 88.75
Disagree 3 3.75 74 92.50
Strongly disagree 6 7.50 80 100.00

cru- Square Test
for Equal Proportions
Illllllllllllllllllff
cru- Square 123.0000
OF
Pr > ChlSq <.0001

Sample Size e. 80

Cumulative Cumulative

Strongly Agree
Agree
Do not know

nq31 Frequency Percent Frequency Percent
1IIIIIIIIIIIIIIIIIIl11flllfllfllfllillflfllfffffflffli11111111111111ff

o 1 1.25 1 1.25
60 75.00 61 76 25
14 17.50

1.25
1.25
3.75

75
76
H
80

93.75
95.00
96.25
100.00

Disagree
Strongly disagree

Chi·Square Test
for Equal Proportions
flflllffffffflllllffl
Chl-Square 205.6000
OF
Pr> ChiSq <.0001

Sample Size 80
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Annexure D:

Variable name changes as per statement to staff or to student

Newnr Description Staff nr Student
nr

nql CPUT could improve the quality of the registration ql ql
process.

nq2 The registration process can be improved on? q2 q2
nq3 Do you think that an Internet registration process would q3 q3

be more effective?

nq4 The introduction of Internet registration will reduce the q4 q4
long queues during registration.

nq5 Could Interne! registration work in the universities current q5 q5
setup?

nq6 Internet registration would help students register faster q6 q6
and easier.

nq7 Registration should be centralized. q7 q7
nq8 Students could go to other buildings in the registration q8 q8

process?

nq9 CPUT should have a standard timetable? q9 q9
nql0 CPUT should have a standard venue timetable. qlO qlO
nq Il All pre-requisites musi be on the database. qll q 11
nq12 All co-requisites must be on the database. ql2 q12
nql3 CPUT must have a separate administration registration q13 ql3

period.

nq14 CPUT must have a separate academic registration period. ql4 ql4
nq15 CPUT must have a combined registration period. qI5 ql5
nq16 CPUT must increase the registration period .. ql6 q16
nq17 CPUT must have more starr to mall the different points, ql7 q17

especially at the cashiers during the registration period.

nql8 Administrative staff, assisting with registration, should q18
have a proper schedule for breaks during registration

period

nq19 CPUT must allow for the payment of registration to take q19 q18
place, before students register.

nq20 CPUT should have kiosk / helpdesk at different and as q20 q19
many places as possible, to handle queries from students
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Newnr Description Staffnr Student
nr

during registration.

nq2I CPUT must use the Department of Education's database. q2I q20
nq22 Students must be able to register online from any q22 q2I

computer that is connected to the internet.

nq23 A web interface must be designed to allow for online q23 q22
registration and applications.

nq24 Students must be able to pay for registration and q24 q23
application using the same web interface.

nq25 Students must be able to do course applications from an)' q25 q24
computer that is connected to the internet.

nq26 Students must be able to check their outstanding balance q26 q25
from any computer that is connected to the internet.

nq27 Students must be able to check prerequisite and co q27 q26
requisites for the subjects that they wish to do from any

computer that is connected to the internet.

nq28 Students must be able to check their examination and q28 q27
progressive marks on any computer that is connected to

the internet.

nq29 Students should not have to spend more time than what is q29 q28
absolutely necessary to register at CPUT.

ng30 Queues for registration must be shortened, (only students q30 g29
with special eases should have to stand in queues).

ng31 Students should not need to walk from one building to g31 g30
another to register.

ng32 A single, updated and clean database must be created. q32
ng33 Academic, leTS, registration, finance and examination q33

departments must work together to continuously improve

the registration process.
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Annexure E:

Table of type by q1
Frequency I

Percent
Row Pet
Col Pet ,Strongly, Disagree, Total

, Agree t,-Strongl,
,0 agree ,y agree

fffffffff"ffffffff"ffffffff'
Student 49 1 50

61.25 , 1.25 , 62 50
98.00 , 2.00 ,
62 .03 , 100.00 ,

fffffffff'ffffffff'ffffffff'
Staff 30 o , 30

37.50 , 0.00 , 37 .50
, 100.00 , 0,00 ,

37.97 , 0.00 ,
fffffffff'ffffffff'fffflfff'
Total 79 1 80

98_75 1.25 100 00

Statistics for Table of type by q1

Statistic DF Value Prob
flllfflflfllllllllllllllllllllllllllllflflllllllllllll
ChI-Square 1 0.6076 0.4357
LIkelihood Ratlo Chi-Square 0 9476 0.3303
Continuity Adj. Chi-Square 0.0000 1.0000
Mantel-Haenszel Chi-Square 0.6000 0_4386
Phi Coefflcient -0.0871
Contingency Coe t t ic i errt 0.0868
Cramer's V -0.0871

WARNING: 50% of the cells have expected counts less
than 5. Chi-Square may not be a valId test.

FIsher's Exact Test
III IIIIIIIIIII Iflill IIIIIIII IIIIII
Cell (1,1) Frequency (F) 49
Left- sided Pr <= F 0.6250
RIght-sided Pr >= F 1.0000

Table Probabillty (P)
Two-sIded Pr <= P

0.6250
1.0000

Sample Sue = 80
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Table of type by q2

Table of type by q3

Frequency,
Percent
Row Pct
Col Pct ,Strongly, Do not K, Disagree, Total

I Agree t,now ,-Strongl,
,0 agree I ,y agree I

fffffffff'ffffffff'ffffffff'ffffffff'
Student 38 7 , 1 46

50.67, 9.33, 1.33, 61.33
82,61 , 15.22, 2.17,

, 57.58, 87.50, 100,00 ,
fffffffff'lffllfff'ffflllll'lfffflll'
Staff 28 1 , 0 , 29

37.33, 1 .33, 0.00, 38 67
96. 55, 3 . 45, 0 .00 ,

, 42.42, 12.50, 0.00,
Illfllllf'fflfllll'fffffflf'flflffff'
Total 66 8 1 75

8800 10.67 1,33 100.00

s t at i s t rcs for Table of type by q2

Statistic OF Value, Prob
fffffllflfffffffffffffflffffffffffflffffffffffflfffiff
Chl,Square 2 3.3331 0,1889
LIkelIhood RatIo Chi-Square 2 4.0823 0.1299
Mante I, Haensze 1 ChI' Squa re 3.2053 0.0734
Phi CoeffIcient 0.2108
Contingency Coefficient 0.2063
Cramer's V 0.2108

WARNING:67% of the cells have expected counts less
than 5, Chi, Square may not be a valid test.

Sample s i ze = 75

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Dlsagree, Total

. Agree t,now ,·Strongl,
,0 agree. lY agree I

ffl ffIfIf' ffill If t" II If If It" IIllf fl t"
Student 44 , 3 , 3 50

55 00, 3.75, 3,75, 62 50
88.00, 6.00, 6,00,

, 62.86, 75.00, 50,00,
Ilffllfll'lllfflfl'IIIIIIII'lflllfff'
Staff 26 , 1 , 3 30

32,50, 1,25, 3.75, 37.50
86.67, 3,33, 10.00,

, 37,14, 25,00, 50,00,
IIIIf fil t" Ifl II Iff" ffIf fflIJ IIfl 1ft"
Total 70 4 6 80

87,50 5.00 7.50 100,00

StatIstIcs for Table of type by q3

s t a t i s t rc OF Value Prob
1IIIIIIIfffffffflffffflffffflffflflflfffffffffflflffff
Chi, Square 2 0.6705 0.7152
LIkelIhood RatIo ChI-Square 2 0.6740 0.7139
Mantel,Haenszel ChI-Square 0.1070 0.7436
PhI CoeffIcIent 0,0915
ContIngency CoeffIcIent 0.0912
Cramer's V 0,0915

WARNING:67% of tl)e cells have expected counts less
than 5. Chl,Square may not be a valid test.

Sample sr ze = 80
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Table of type by q4

Table of type by q5

Frequency,
Percent
Row Pct
Col Pct ,Strongly, 00 not K,Disagree, Total

, Agree t,now ,-Strongl,
,0 agree, tY agree,

fffffffff-ffffffff-ffffffff-ffffffff"
Student 46 3 1 50

58.23 3.80 1.27 63 29
92 .00 6.00 2 .00

, 62. 16, 75.00, 100.00 ,
fffffffff"ffffffff"ffffffff-ffffffff"
Staff 28 1 0 29

35.44 1.27 0.00, 3671
96.55 3.45 0.00 ,

, 37.84, 25.00, 0.00,
fffffffff-ffffffff-ffffffff-ffffffff-
Total 74 4 1 79

93 67 5.06 1 .27 100 00

StatistIcs for Table of type by q4

StatistIc OF Value Prob
ffffffffffffffffffffffffffffffffffffffffffffftffffffff
Chi-Square 2 0.8566 0.6516
Likelihood Ratio Chi-Square 2 1.2054 0.5473
Mantel-Haenszel Chi-Square 0.7521 0.3858
Phi Coefficient 0.1041
Contingency Coefficient
Cramer's V

0.1036
0.1041

WARNING: 67% of the cells have expected counts less
than 5. Chi -Square may not be a valid test.

Sample Size = 79

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Disagree, Total

, Agree t, now ,-Strongl,
,0 agree. lY agree,

fffffffff'ffffffff'ffffffff'ffffffff'
Student 32 13 4 49

41.56 16.88 5.19 6364
65.31 26.53, 8.16,

, 65.31 , 54.17, 100.00 ,
fffffffff'ffffffff"ffffffff'ffffffff'
Staff 17 11 0 28

22.08 14.29 0.00, 36 36
60.71 39.29 0.00 ,

, 34.69, 45.83, 0.00,
fffffffff'ffffffff'ffffffff"ffffffff'
Total 49 24 4 77

6364 31.17 5.19 10000

StatistIcs for Table of type by q5

StatistIc OF Value Prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Chi.Square 2 3.2748 0.1945
LIkelihood Ratio Chi-Square 2 4.5780 0.1014
Mantel,Haenszel ChI-Square 0.0017 0.9676
Phi Coeff rerent 0.2062
Contlnoency CoeffIcIent 0.2020
Cramer's V 0.2062

WARNING: 33% of the cells have expected counts less
than 5. ChI-Square may not be a valld test.

Sample Size = 77
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Table of type by q6

Table of type by nq7

Frequency,
Percent
Row Pct
Col Pct ,Strongly, Do not K,Disagree, Total

,Agree t,now ,-Strongl,
,0 agree, ,y agree,

/////////'////////'////////'////////'
Student 44 3 , 2 , 49

56,41, 3,85, 2,56, 62,82
89 ,80, 6 ,12, 4 ,08 ,

, 61,97, 60 ,00 , 100,00 ,
/////////'////////'////////'ffffff/f'
Staff 27 2 0 , 29

34,62, 2,56, 0,00, 37,18
93,10, 6.90, 0.00,

, 38.03, 40.00, 0.00,
ff/ffffff'f//fffff'ffffffff'ffffffff'
Total 71 5 2 78

91.03 6.41 56 100 00

Statistics for Table of type by qs

Statistic OF Value Prob
ff/fffffff/ffffffffff/f/ffffffffffffffffff/fffffffffff
Chi,Square 2 1.2226. 0.5426
Likellhood Ratio cnr-squar e 1.8982 0.3871
Mantel·Haenszel cru vsquar-e 0.4623 0.4965
Phi Coefficlent 0.1252
Contingency Coefficient
Cramer's V

0.1242
0.1252

WARNING:67% of the cells have expected counts less
than 5. Chi, Square may not be a valid test.

Sample Size ~ 78

Frequency I

Percent
Row Pct
Col Pct ,Strongly, Do not K,Dlsagree , Total

, Agree t, now , -B't rongl ,
,0 agree, .v agree,

fffffffff'fff/ffff'ffffffff'fff/ffff'
Student 29 ,11 9 49

37. 18, 14.10, 11 .54 62.82
59.18, 22.45 18.37

, 58.00, 84.62, 60.00,
fffffffff'ffffffff'ffffffff'ffffffff'
Staff 21 2 6 29

26.92, 2.56, 7.69 37. 18
72.41 6.90, 20.69,
42 . 00, 15. 38, 40.00,

fffffffff' ffffffff' fffffffJ ffffffff"
Total 50 13 15 78

64.10 16.67 19 23 100.00

Stat1st1cs for Table of type by q7

st at i st ic OF Value Prob
/ffffff/ffffffffffffffffffffffffffffffffffffffffffffff
Chi, Square 2 3.1925 0.2027
Llkelihood Rat10 Ch1,Square 3.5631 0.1684
Mantel,Haenszel Ch1-Square 0.6679 0.4138
Phi Coefflc1ent 0.2023
Cont1ngency Coeff,clent 0.1983
Cramer's V 0.2023

Sample Sue 78
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Table of type by q8

Table of type by q9

Frequency,
Percent
Row Pct
Col Pct ,Strongly, Do not K,Disagree, Total

I Agree t,now ,·Strongl,
,0 agree, lY agree,

111111111'11111111'11111111'11111111'
Student 24 6 19 49

30.38, 7.59, 24. 05, 62 03
48,98, 12.24, 38.78,

, 68,57, 85.71 , 51.35,
111111111'11111111'11111111'11111111'
Staff 11 , 1 18 , 30

13.92, 1 .27, 22.78, 37.97
36.67, 3 . 33, 60. 00 ,

, 31.43, 14.29, 48.65,
111111111'11111111'11111111'11111111'
Total 35 7 37 79

44 30 8.86 46 84 100 00

Statistics for Table of type by q8

Statistic OF Value Prob
11111111 III11111 I11I1111I111I1II1I1111IIIII1111I1I1IIf
cru Square 2 4.0942. 0.1291
Likelihood Ratio Chi· Square 2 4.3210 0.1153
Mantel-Haenszel Chi-Square 1.8694 0.1715
Phi Coeff i c ient 0.2277
Conungency Coefficient
Cramer I s V

0.2220
0.2277

WARNING:33% of the cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample s i ze : 79

Frequency I

Percent
Row Pct
Col Pct ,Strongly,Do not K,Disagree, Total

I Agree t ,now " Strongl,
,0 agree, ,y agree,

111111111"11111111'11111111'11111111'
Student 37 11 2 50

47.44, 14. 10, 2.56, 64. 10
74. 00, 22. 00, 4. 00 ,

, 62 . 71 , 84 .62, 33 .33 ,
jl 1 1 1 1Jfj' 1 1 1 1111j' 11111111' 1111 Jfl j'
Staff 22 , 2 , 4 28

28.21, 2.56, 5.13, 35 90
78.57, 7.14, 14.29,

, 37.29, 15.38, 66.67,
111111111'11111111'11111111'11111111'
Total 59 13 6 78

75.64 7.69 100.0016.67

Frequency Misslng

Statlstics for Table of type by q9

Statlstlc DF value Prob
111111111111111111111111111111111111111111111111111111
Chl.Square 2 4.8953 0.0865
Llkellhood Ratio Chi·Square 5.1046 0.0779
Mantel·Haenszel Chl·Square 0.0022 0.9624
Phl Coeft i.c rent 0.2505
Contlngency Coefflcient 0.2430
Cramer's v 0.2505

WARNING:50% of the cells have expected counts less
than 5. Chi, Square may not be a valid test.

Effecll ve Sample Size 78
Frequency M1SSWg : 1
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Table of type by ql0

Table of type by ql1

Frequency.
Percent
Row Pct
Col Pct .Strongly.Do not K.Disagree.

• Agree t. now • -Strongl.
•0 agree • •y agree •

ffflf fff fÏ f fffff t" ff ff fff t" ffffff JJ"
Student 37 10 3

46_25 12.50 3_75
74.00 20.00 6.00

· 58.73. 90.91 • 50.00.
ffffffffr ff f ff1ft" fffff It t f Iflfff t"
Staff 26 1 3

32.50 1.25 3.75 •
86.67 3.33 10.00.

• 41.27. 9.09. 50.00.
fffffffff-ffffffff-ffffffff"ffffffff"
Total 63 11 6

Total

50
62 50

30
37 50

80
100 0078 75 13.75 7.50

Statistics for Table of type by ql0

Statistic DF Value Prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Chi-Square 2 4.5699. 0.1018
Likelihood Ratio Chi-Square 5.4243 0.0664
Mantel-Haenszel Chi-Square 0.8643 0.3525
Phi Coefficient 0.2390
Contingency Coefficient
Cramer's V

0.2325
0" 2390

WARNING:50% of the cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample Size = 80

Frequency I

Percent
Row Pct
Col Pct .Strongly.Do not K,Disagree. Total

• Agree t,now .-Strongl.
,0 agree I lY agree,

fffffffff"ffffffff"ffffffff"ffffffff"
Student 39 5 2 • 46

51.32. 6.58. 2.63. 60"53
84.78. 10.87. 4.35.

• 56.52. 100.00 • 100.00 •
fffffffff"ffffffff"ffffffff"ffffffff"
Staff 30 0 • 0 • 30

• 39.47. 0.00, 0.00, 3947
, 100.00, 0 _00, 0 .00 ,
• 43.48, 0.00, 0.00,

fffffffff"ffffffff"ffffffff"ffffffff"
Total 69 5 2 76

90.79 6.58 2.63 100 00

Statistlcs for Table of type by ql1

St8tlSt1C DF Value Prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Chi-Square 2 5.0284 0.0809
Likellhood Rauo Chl-Square 2 7.4876 0.0237
Mantel-Haenszel Chi-Square 4.3682 0.0366
Phi coe r r ic rent 0.2572
Cont1ngency Coefflc1ent 0 2491
Cramer's V 0.2572

WARNING:67% of the cells have expected counts less
than 5. Chi-Square may not be a va l i d test.

Sample Size = 76
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Table of type by q12

Table of type by q13

Table of type by q14

Frequency,
Percent
Row Pct
Col Pct ,St rongly ,Do not K,Disagree, Total

, Agree t I now ,- Strongl,
,0 agree I lY agree,

111111111'11111111'11111111"11111111'
Student 31 10 , 3 44

42.47, 13.70, 4.11, 60.27
70.45, 22.73, 6.82,

, 51.67, 100. 00 , 100. 00 ,
111111111'11111111'11111111'11111111'
Staff 29 0 , 0 29

, 39.73, 0.00, 0.00, 39.73
, 100. 00, O. 00, 0 .00 ,
, 48.33, O. 00, O.00 ,

ff II I I I I r I I I I I I jj" I I I I I I If" I I I I Iff f"
Total 60 la 3 73

82.19 13.70 4.11 100.00

Frequency Missing

Statistics for Table of type by q12

Statistic OF Value. Prob
I I I II I I I I I I I I II I I I I I I I I I I I I I I I I I I I I I I I III I I I I I I I I I I I I I
cnr-square 2 10.4246 0.0054
Likelihood Ratio Chi·Square 2 14.9842 0 0006
Mantel·Haenszel Chi· Square 9.8541 0.0017
Phi Coefficient 0.3779
Contingency CoeffICIent
Cramer's V

0.3535
0.3779

WARNING:50% of the cells have expected counts less
than 5. Chi· Square may not be a valid test.

Effective Sample s iz e 73
Frequency MissIng = 1

Frequency I

Percent
Row Pct
Col Pct ,Strongly,Do not K,DIsagree, Total

I Agree t I now , . Strongl,
,0 agree , ,y agree ,

111111111'IIJIIIII"JJJIIIIJ'lfflllff'
Student 37 4 8 49

47.44 5.13, 10.26, 62.82
75.51 8.16 16.33

, 67.27, 33.33, 72.73,
Iffll I I jj" I I lf lf lf" IJJ I 111f" ff ffJI Jf"
Staff 18 8 3 29

23.08 10.26 3.85 37.18
62. 07 27.59 10.34

, 32.73, 66.67, 27.27,
ffff f JIJf" I II ffff f" I filiii t: I 1IIIItr
Total 55 12 11 78

70.51 15.38 14.10 lOa 00

Frequency MIssIng = 1

StatIstIcs for Table of type by q13

StatistIc OF Value Prob
I I IJ ffl JIJ I JIJI f fJ ff JIf I I I flfl I I fl Jf fffl fJf lf f I f If I fl J
Chl·Square 2 5.3963 0.0673
LIkelIhood RatIo Chl·Square 5.2324 0.0731
Mantel"Haenszel Chl·Square 0.5817 0.4456
PhI coe t t rc rent 0.2630
ContIngency CoeffIcIent
Cramer's V

0.2544
0.2630

WARN1NG:33% of the cells have expected counts less
than 5. cnr-sqoa-e may not be a va l i d test.

Effective Sample Size 78
Frequency MisSlng =

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Dlsagree, Total

, Agree t, now , . Strongl,
,0 agree . ,y agree ,

fffIJlfff"lffJlffl"lfflfllf'ffffflff'
Student 40 4 5 49

51.28 5.13 6.41 62.82
81.63 8.16 10.20
68.97 33.33 62.50
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Table of type by q15

111111111'11111111'11111111'11111111'
Staff 18 8 3 29

23.08 , 10.26 , 3.85 , 37. 18
62.07 27.59 , 10.34 ,
31.03 , 66.67 , 37.50 ,

111111111'11111111'11111111'11111111'
Total 58 12 8 78

74 .36 15.38 10.26 100 00

Statistics for Table of type by q14

Statistic OF Value Prob
111111111111111111111111111111111111111Jf 111Jf 11Jf 1111
Chi·Square 2 5.4053 0.0670
Likelihood Ratio Chi·Square 2 5.2360 0.0729
Mantel·Haenszel Chi·Square 2.3911 0.1220
Phl CoefEcient 0.2632
Contingency Coefflcient 0.2546
Cramer's V 0.2632

WARNING:33'1. of the cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample Size • 78

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Dlsagree, Total

I Agree t,now ,·Strongl,
,0 agree I ,y agree,

JfJfJf JfJ' Jf JfJf 1J' Jf Jf JfIJ' JfJf Jf 1J'
Student 15 9 25 49

19.23, 11.54, 32.05, 62 82
30.61 , 18.37, 51.02,

, 62.50, 75.00, 59.52,
111111111'11111111'11111111'11111111'
Staff 9 , 3 , 17 , 29

11.54, 3.85, 21.79, 37_18
31.03, 10.34, 58.62,

, 37.50, 25.00, 40.48,
JfJfJf Jf J' Jf Jf Jf IJ'l Jf JfII J' JfIIJfI J'
Total 24 12 42 78

30 77 15.38 53.85 100 00

Statistics for Table of type by q15

Statistic OF Value Prob
f1111fflf1111f1f1f11fff1111f1111f11f1111111ff1111f111f
Chl.Square 2 0.9586 0.6192
Llkellhood Ratio Chl-Square 2 1.0027 0.6057
Mantel·Haenszel Chl·Square 0.0466 0.8292
Phl Coefflclent 0.1109
Contingency Coefficlent 0.1102
Cramer's V 0.1109

Sample Size 78
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Table of type by q16

Table of type by q17

Frequency,
Percent
Row Pct
Col Pct ,Strongly, Do not K,Disagree, Total

, Agree t,now ,-Strongl,
,0 agree J lY agree,

fffffffff'ffffffff'ffffffff'ffffffff'
Student 32 2 12 46

42,11 2_63 15,79 60 53
69,57 4,35, 26,09

, 82,05, 50,00, 36,36,
fff fffff f' f fffffff' ffffffff' f ffffff f'
Staff 7 2 21 30

9,21 2,63, 27,63 39 47
23,33 6,67, 70,00

, 17,95, 50, 00, 63,64,
fffffffff'ffffffff'ffffffff'ffffffff'
Total 39 4 33 76

51,32 5,26 43 42 100 00

Statistics for Table of type by q16

Statistic OF Value Prob
f f f f f f fff f ff f f f f f f f f ff f f ff f ff ffff f ff f fff ff ff f / f f f f f f ff
Chi-Square 2 15,8126 0,0004
Likelihood Ratio Chi-Square 2 16,4497 0_0003
Mantel-Haenszel ChI-Square 15,6006 <,0001
Phi Coefficient 0,4561
Cant ingency Coeff icient
Cramer's V

0,4150
0,4561

WARNING:33% of the cells have expected counts less
than 5, Chi, Square may not be a valid test,

Sample Size = 76

Frequency,
Percent
Row Pct
Col Pct ,StronglY,Do not K,Oisagree,

, Agree t, now ,-Strongl,
,0 agree I lY agree,

fffffffff'ffffffff'ffffffff'ffffffff'
Student 46 2 1

58,23, 2,53, 1,27,
93,88, 4,08, 2,04,

, 62_16, 100,00, 33,33,
fffffffff'ffffffff'ffffffff'ffffffff'
Staff 28 0 2

35,44, 0,00, 2,53,
93,33, 0,00, 6_67,

, 37,84, 0,00, 66,67,
fffffffff'ffffffff'ffffffff'ffffffff'
Total 74 2 3

93,67 2,53 3,80

Total

49
62 03

30
37 97

79
100 00

Statistics for Table of type by q17

StatIstIC OF Value Prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
ChI-Square 2 2,2736 0,3208
LIkelIhood RatIo Chi,Square 2 2,9203 0,2322
Mantel-Haenszel Chl,Square 0,1442 0,7041
PhI CoeffIcient 0,1696
ContIngency Coefficient
Cramer's V

0,1673
0,1696

WARNING:67% of the cells have expected counts less
than 5, ChI-Square may not be a valId test,

Sample s rze = 79
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Table of type by q18(student) q19(staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly,oo not K,oisagree, Total

, Agree t,now ,-Strongl,
,0 agree, ,yagree ,

f ftf f f ff t ff ff f f f f" f f f ff fn f f ff f fJJ"
Student 29 4 16 49

37.66, 5.19, 20.78, 63.64
59. 18, 8.16, 32.65,

, 51.79, 80.00, 100.00 ,
fffffffff"ffffffff"ffffffff'ffffffff"
Staff 27 1 0 28

35. 06, 1 ,30, O. 00, 36.36
96.43, 3.57, 0.00,

, 48.21 , 20, 00, O. 00 ,
fffffffff"ffffffff'ffffffff"ffffffff"
Total 56 5 16 77

72 73 6.49 20 78 100 00

Statistics for Table of type by q18(student) q19(staff)

Statistic OF Value Prob
f f f ff f f f f f f ff f f ff f ff ff ff f f f f f f ffil II I III If f I til I I I II I I
Chi-Square 2 13.1200 0.0014
Likelihood Ratio Chi-Square 2 18.3791 0.0001
Mantel-Haenszel Chi-Square 12.9210 0.0003
Phl Coefficlent 0,4128
Contingency Coeff icient
Cramer's V

0.3816
0,4128

WARNING:33% of the cells have expected counts less
than 5. Chi- Square may not be a va l i d test.

Sample Size = 77

Table of type by q19(student) q20(staff)

Frequency J

Percent
Row Pct
Col Pct ,Strongly,oo not K,olsagree,

, Agree t, now , . Strongl ,
,0 agree I lY agree I

1IIIIfflf"fllflfff"llllllfl-fllllllf"
Student 47 , 2 0

60.26, 2.56, 0.00,
95.92, 4. 08, O.00 ,

, 68. 12, 25. 00, O.00 ,
ffflffffl"ffffflff"ffllllff'fffflfff'
Staff 22 , 6 1 ,

28.21, 7.69, 1 ,28 ,
75.86, 20.69, 3.45,

, 31.88, 75.00, 100.00 ,
fflflfflf"IIIIIIII-llflflfl'fllfllff"
Total 69 8 1

88,46 10.26

Total

49
62 82

29
37. 18

78
100.001.28

Statistlcs for Table of type by q19(student) q20(staff)

Stanstic OF Value Prob
Ilflfflllfffffffffflfllffffffllllfllflflfflfffffflfllf
Chl-Square 2 7,4174 0.0245
Llkellhood Rntlo Chi-Square 2 7.5607 0.0228
Mantel-Haenszel Chl-Square 7.2307 0.0072
Phi Coefflcient 0.3084
Contlngency Coefflclent
Cramer's V

0.2947
0,3084

WARNING:50% of the cells have expected counts less
than 5. Chi· Square may not be a valid test.

Sample srz e = 78
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Table of type by q20(student) q21 (staff)

Frequency I

Perce nt
Row Pct
Col Pct ,Strongly,Do not K,Disagree, Total

. Agree t, now I - St rongl,
,0 agree, ,y agree,

111111111'11111111'11111111'11111111'
Student 21, 19 lO 50

26,58, 24,05, 12,66, 63 29
42.00, 38,00, 20.00,

, 45.65, 90.48, 83.33,
II I I I I I ft' I ffl f f ft' If I f fl tt' I ffl it t t'
Staff 25 2 , 2 29

31.65, 2.53, 2.53, 3671
86.21, 6.90, 6.90,

, 54.35, 9.52, 16.67,
Ilflllfll'lllfflll'llllllll'llllffll'
Total 46 21 12 79

58 23 26.58 15.19 100 00

Statistics for Table of type by q20(student) q21(staff)

Statistic DF Value Prob
I I I If I I i I I i I I I I I fil I I I II I I fl fl I lf I I I Ilf i I I fl I II I I I I Iff
Chi·Square 2 14.914~ 0.0006
Likelihood Ratio Chi·Square 2 16.4239 0.0003
Mantel,Haenszel Chi· Square 12.8311 0.0003
Phi Coefficient 0.4345
cont inqency Coefficient 0.3985
Cramer's V 0.4345

Sample Size 79

Table of type by q21(student) q22(statf)

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Disagree, Total

I Agree t I now 1- Strongl,
,0 agree I lY agree,

Iflllfffl'lllfllll'fflllffl'fflllfll'
Student 43 2 , 5 50

54.43 , 2.53 , 6.33 , 63 29
86.00 , 4.00 , 10.00 ,
62.32 , 66.67 , 71.43 ,

I I 111111j'I If II I ij' II uun Inuin:
Staff 26 1 2 29

32.91 1.27 2.53 , 36 71
89.66 , 3.45 , 6.90 ,
37.68 , 33.33 , 28.57 ,

Iflflflff'lflfffll'lflfllll'lllllllf'
Total 69 3 7 79

87 .34 3.80 8.86 100 00

Stat1st1cs for Table of type by q21(student) q22(staft)

stat i st ic DF Value Prob
I f I f ff ff III If II Ilfffflf fffl iff flflfflff ffffffilf ffllf i
cmvsquare 2 0.2423 0.8859
L1kelihood Ratio Chi·Square 2 0.2500 0.8825
Mantel·Haenszel Chi·Square 0.2361 0.6271
Phl Coe t t i c i ent 0.0554
Contlngency Coetf1clent 0.0553
Cramer's V 0.0554

WAnN1NG: 67% of the cells have expected counts less
than 5. Chl-Square may not be a valid test.

Sample Size = 79
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Table of type by q22(student) q23(staff)

Frequency,
Pe rcent
Row Pct
Col Pct ,Strongly, Do not K,Disagree, Total

I Agree t I now , . Strongl,
,0 agree , ,y agree ,

Illffffff"ffffffff"ffffffff"flffffff"
Student 47 , 2 1 50

60.26, 2.56, 1 .28, 64. 10
94 .00, 4 .00, 2 .00 ,

, 66.20, 40.00, 50.00,
fffffffff"ffffffff"ffffffff-ffffffff"
Staff 24 , 3 1 28

30.77, 3.85, 1.28, 35.90
85.71 , 10.71, 3.57,

, 33.80, 60.00, 50.00,
fffffffff-ffffffff-ffffffll-Illllffl-
Total 71 5 2 78

91.03 6.41 2 56 100 00

Statlstics for Table of type by q22(student) q23(staff)

St at i s t i.c DF Value Prob
flfflffffffffffffffffffffffffffflfffffflffffffffffffff
Chi-Square 2 1.5705. 0.4560
Likelihood Ratio Chi-Square 2 .4980 0.4728
Mantel-Haenszel Chi-Square .3103 0.2523
Phi Coefficient 0.1419
Contingency Coefficient
Cramer's V

0.1405
0.1419

WARNING:67% of the cells have expected counts less
than 5. Chi"Square may not be a valid test.

Sample Size ; 78

Table of type by q23 (student) q24 (staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Dlsagree, Total

I Agree t,now ,-Strongl,
,0 agree , .y agree.

fffff ff fr ff ffff u: f1ff ff fr it tit it!'
Student 39 2 , 9 50

49.37, 2.53, 11.39, 63.29
78 .00, 4 .00, 18 .00 ,

, 61.90, 33.33, 90.00,
fffffffff"ffffffff"ffffffff"ffffffff"
Staff 24 4 , 1 29

30.38, 5.06, 1.27, 36 71
82.76, 13.79, 3.45,

, 38.10, 66.67, 10.00,
fffffffff"ffffffff"ffffffff"ffffffff-
Total 63 6 10 79

79.75 7.59 1266 100.00

Statlstlcs for Table of type by q23(student) q24(staff)

Statistic DF Value Prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
cru- Square 2 5.4402 0.0659
Llkelihood Ratlo Chl·Square 2 5.9969 0.0499
Mantel"Haenszel Chl"Square 0.9047 0.3415
Phl Coefflclent 0.2624
Contlngency Coefflclent 0.2538
Cramer's V 0.2624

WARNING:50% of the cells have expected counts less
than 5. Chl"Square may not be a valld test.

Sample srze ; 79
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Table of type by q24(student) q25(staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Disagree, Total

, Agree t,now ,-Strongl,
,0 agree lY agree,

fffffffff"ffffffff"fflfflff"flflffff"
Student 43 1 5 49

55.13 , 1.28 , 6.41 62 82
87.76 , 2.04 10.20 ,
60.56 , 50.00 , 100.00 ,

fffIf fIu: fII If fIr If IIff frf ffffff r
StaH 28 1 0 29

35.90 , 1.28 , 0.00 , 37.18
96.55 , 3.45 , 0.00 ,
39.44 50.00 , 0.00 ,

flffllfff!fffffllf!fffffffl-ffffffff"
Total 71 2 5 78

91 .03 2.56 6 41 100.00

Statistics for Table of type by q24(student) q25(staff)

Statlstic DF Value Prob
ffffffflffflfllfffffflfffflfffffffffffffffflffffffffff
Chi-Square 2 3.2548. 0.1964
Likellhood Ratio Chi-Square 2 4.9386 0.0846
Mantel-Haenszel Chi"Square 2.2408 0.1344
Phi Cce t t ic i ent 0.2043
Contlngency Coefflcient
Cramer's V

0.2001
0.2043

WARNING: 67% of the cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample Size = 78

Table of type by q25(student) q26(staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly, Do not K ,Dlsagree , Total

, Agree t, now ,.Strongl,
,0 agree I I Y agree ,

fffffffff-ffffffff-ffffffff-ffffffff-
Student 47 , 1 , 1 49

60.26, 1.28, 1.28, 62.82
95.92, 2.04, 2.04,

, 63.51 , 33.33, 100.00 ,
fffffffff-ffffffff-ffffffff"ffffffff-
Staff 27 2 0 29

34.62, 2.56, 0.00, 37.18
93.10, 6.90, 0.00,

, 36.49, 66.67, 0.00,
fffffffff"ffffffff"ffffffff-ffffffff-
Total 74 3 1 78

94.87 3.85 1.28 100.00

Statistlcs for Table of type by q25(student) q26(staff)

Statistlc DF Value Prob
fffffffffffffffffffffffffllffffffffffffffffffffffffffl
Chi" Square 2 1.7239 0.4223
Llkellhood Rntlo Chl"Square 2 2.0134 0.3654
Mantel-Haenszel Chl"Square 0.0126 0.9107
Phi cce t t icient 0.1487
Conungency coe r t icient 0.1470
Cramer's V 0.1487

WARNING: 67% of the cells have expected counts less
than 5. Chl-Square may not be a vali.d test.

Sample sa ze = 78

174



Table of type by q26 (student) q27 (staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly, Do not K,Da saqr ee , Total

I Agree t,I10W ,-Strongl,
,0 agree lY agree I

i i i ii lf n: I i tnut: I i I i i i Jf" lf i il I i f"
Student 44 5 , 1 50

55.70 , 6.33 , 1.27 , 63 29
88.00 , 10.00 , 2.00 ,
63.77 , 62.50 , 50.00 ,

i i lf i i i ft" i i i I I I ft" i i I i I I Jf" i I i I I I if"
Staff 25 3 1 29

31.65 , 3.80 , 1.27 , 36 71
86.21 10.34 , 3.45 ,
36.23 , 37.50 , 50.00 ,

iiiiliiii·iiiifIil·llIIliii·iiiillii·
Total 69 8 2 79

87 .34 10.13 53 100 00

Statlstics for Table of type by q26(student) q27(staff)

Statistic OF Value Prob
f i lf I iii f i i I I I I I i I I I I I I I I I i I I I I I I I I I f i i II i li il fl i i I I I I
Chi-Square 2 0.161Q 0.9227
Likellhood Ratio Chi-Square 2 0.1555 0.9252
Mantel-Haenszel Chi-Square 0.1061 0.7446
Phi Coefficient 0.0451
Cant ingency Coeff icient
Cramer's V

0.0451
0.0451

WARNING: 50% of the cells have expected counts less
than 5. Chl-Square may not be a valld test.

Sample Size = 79

Table of type by q27(student) q28(staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly,oo not K,olsagree, Total

, Agree t,now ,-Strongl,
,0 agree. lY agree I

IIIIft ft f" 11111II r 11ftI I Ir Illill ij"
Student 49 , 0 " 50

62.03, 0.00, 1 .27, 63.29
98 .00, 0 .00, 2 .00 ,

, 65.33, 0.00, 50.00,
I III I IIIr II I If IIr III I Iiir I lfiIII t'
Staff 26 2 " 29

32.91, 2.53, 1.27, 3671
89.66, 6.90, 3.45,

, 34.67, 100.00, 50.00,
IIIIIIIiI·IIIIIiII"IIIIIIli"IIiIIiII"
Total 75 2 2 79

94.94 2.53 53 100.00

Statlstlcs for Table of type by q27(student) q28(staff)

Statlstlc OF Value Prob
IllilllIiIiIIIlIIfiIIiiIIIfilIlfiIIfIIfIiIIfilillIIfil
Chl.Square 2 3.7350 0.1545
llkellhood Ratlo Chi"Square 2 4.2909 0.1170
Mantel·Haenszel Chl·Square 1.9042 0.1676
Phi Coefflcient 0 2174
Contlngency Coefficlent 0 2125
Cramer·s V 02174

WARNING: 67% of the cells have expected countS less
than 5. Chl"Square may not be a valld test.

Sample size = 79
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Table of type by q28(student) q29(staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly, Do not K,DIsagree, Total

, Agree t,now ,-Strongl ,
,0 agree, lY agree,

1IIIIIfll-Iffflffl'fflllflf'llllllll-
Student 47 2 , 1 50

59 _49, 2 _53, 1 _27, 63 _29
94.00, 4 _00, 2.00,

, 62.67, 66.67, 100.00 ,
ff If I ff n: II II Iff!" ff ff ff ft" Iff ffl I!"
Staff 28 1 0 , 29

35.44, 1.27, 0.00,36.71
96. 55, 3.45, 0 .00 ,

, 37.33, 33.33, 0.00,
1IIIIIflf-Ilfllfff'lfflllll-llflflll'
Total 75 3 1 79

94.94 3.80 1.27 100 00

Statistics for Table of type by q28(student) q29(staff)

Statistic OF Value Prob
Iff f Iff f fil I Iff II II I I Iff f Ifil I I I II I I I IIII I I II I I I f II I II
Chi·Square 2 0.6073 0.7381
LikelIhood RatIo Chi· Square 2 0.9423 0.6243
Mantel-Haenszel Chi·Square 0.3617 0.5476
Phi CoeffICIent 0.0877
ContIngency CoeffIcIent
Cramer's V

0.0873
0.0877

WARNlNG: 67% of the cells have expected counts less
than 5. cm -souare may not be a va ï rc test.

Sample Size = 79

Table of type by q29(student) q30(staff)

Frequency I

Percent
Row Pct
Col Pct ,Strongly,Do not K,Oisagree, Total

I Agree t,now ,·Strongl,
,0 agree, lY agree,

ff I I ff ff!" nunn: Iff Iffn:unnn
Student 40 3 7 50

50.00 3.75 8.75, 62.50
80 .00 6 .00 14 .00 ,

, 58.82, 100.00, 77.78,
fffffffff-flffilif-ffffffff'fllflfif'
Staff 28 0 , 2 30

35.00, 0.00, 2.50 37 50
93.33 0.00 6.67

, 41.18, 0.00, 22.22,
Iflfflfff-Ilfllffl-Illillfl-Ifllffff-
Total 68 3 9 80

85.00 3.75 11.25 10000

StatIstIcs for Table of type by q29(student) q30(staff)

srat i sric OF Value Prob
I I Jf I I flffffiff Ifff Ilff I fffffffif I Jfffl ff f ffffflfffiff
Chl·Square 2 3.0885 0.2135
LIkelIhood RatIo Chl-Square 4.1762 0.1239
Mantel·Haenszel ChI-Square 2.1569 0.1419
PhI CoeffIcIent 0.1965
ContIngency CoeffICIent 0.1928
Cramer's V 0.1965

WARNlNG: 50% of the cells have expected counts less
than 5. cnr-scuar-e may not be a valac test.

Sample size = 80
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Table of type by q30(student) q31(staff)

Frequency,
Percent
Row Pct
Col Pct ,Strongly,Do not K,Oisagree, Total

I Agree t,now ,·Strongl,
,0 agree, ,y agree,

fffffffff"ffffffff"ffffffff"ffffffff"
Student 47 , 0 , 3 50

59.49, 0.00, 3.80, 63.29
94.00, 0.00, 6.00,

, 63.51, 0.00, 75.00,
fffffffff"ffffffff"ffffffff"ffffffff"
Staff 27 1 1 29

34.18, 1.27, 1.27, 36.71
93.10, 3.45, 3.45,

, 36.49, 100.00, 25.00,
fffffffff"ffffffff"ffffffff"ffffffff"
Total 74 1 4 79

93 67 1 .27 5.06 100 00

Statistics for Table of type by q30(student) q31(staff)

Stat.stic OF Value Prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Chi-Square 2 1.9617 0.3750
Likelihood Ratio Chi-Square 2 2.256i 0.3237
Mantel-Haenszel Chi-Square 0.0022 0.9626
Phi Coefficient 0.1576
Contlngency Coefficient
Cramer's V

0.1557
0.1576

WARNING:67% of the cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample s iz e = 79
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