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EXECUTIVE SUMMARY

As higher education is increasingly becoming globalised, quality assurance is one of the

most important mechanisms that can be used to ensure the competitiveness of higher

education institutions in South Africa. The competitive market place both in private and

public higher education sectors, require people at all level in an organisation to think of

ways to continuously improve their products or service that they deliver to customers.

This can only be achieved within higher education institution if staff and management

can demonstrate their commitment to quality improvement through their active

contribution to outstanding performance. By providing higher quality service to students,

contribute to the positive assessment of the university in its services rendered to its

clients.

This research seeks to determine the inefficiencies that impact adversely on service

delivery as identified in the student housing registration and placement system, and to

investigate ways of continuously improving the various processes and procedures.

The primary research objectives of this study include the following:

);> To review the current student housing registration and placement system.

);> To determine client satisfaction as it relates to the current student housing registration

and placement system.

);> To investigate and design an improved student housing registration and placement

system that is efficient, workable, fast and user-friendly.

);> To develop a mechanism to continuously improve the quality of the system.

It is anticipated that the research will lead to an improvement of student housing

registration and placement application processes, which in tum will contribute to the

overall improvement of service delivery. Furthermore it will enhance communication

with the students and staff involved in the registration and placement process.
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1. CHAPTER 1: SCOPE OF THE RESEARCH

1.1 INTRODUCTION AND MOTIVATION

The Cape Peninsula University of Technology (CPUT) was established in January 2005 out of

a merger between the Cape Technikon and the Peninsula Technikon. The new institution was

faced with challenges to not only to built a new identity and 'brand' of the new 'university of

technology', but most importantly the challenge of developing institutional structure, culture,

systems and processes in order to successfully compete with the other institutions of higher

learning in South Africa.

The provisioning of a quality learning experience and education is of importance to current

and potential students, who are considered to be the 'customers' of the organisation.

Institutions of learning can improve on student recruitment, retention, throughput and graduate

output by continuously improving the levels of service they offer to their customers. Shanahan

and Gerber (2004: 166), maintain that in order to create, assure or improve quality, one must

first accept that quality is important. If it is important, a full understanding of quality is then

required. This full understanding forms a platform from which quality can be created, assured

or improved.

A recent climate survey conducted in May 2008 amongst staff at CPUT, points to a definite

drop in standards of quality services, primarily as a result of inefficient administrative

functions and systems. This study will investigate the inefficiencies in the student housing

registration and placement systems being used at the CPUT Bellville Campus.

1.2 BACKGROUND TO THE RESEARCH PROBLEM

Although CPUT is promoting quality assurance as a mechanism to ensure customer

satisfaction, the institution is still experiencing problems relating to good service delivery as



is evident in the Student Housing Departments' registration and placement process. This by

implication creates a need for the Housing Department to have well defined improvement

processes, that will lead to positive quality service delivery.

This research will seek to identify mechanisms to continuously measure, analyse, and

improve the registration and placement process in order to meet and exceed customer

expectations.

1.3 STATEMENT OF THE RESEARCH PROBLEM

Against the above background the research problem to be researched within the ambit of this

dissertation reads as follows: "Lack of communication between the Registration

Department, the Examination Department, the International Office, the Faculty Department

and the Student Housing department of the Cape Peninsula University of Technology,

adversely impacting on the efficiency of the Housing Department".

1.4 THE RESEARCH QUESTION

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

"How can the Student Housing Department registration and placement processes and

systems be streamlined to improve the efficiency of the department?"

1.5 INVESTIGATIVE (SUB-) QUESTIONS

The investigative questions to be researched in support of the research question reads as

follows:

);> To what extent does the Student Housing Department meet customer expectation?

);> Does the Student Housing Department ensure that the service delivered during

registration period to internal and external customers is of high standard?
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~ What measures should the Student Housing Department have in place to ensure that

employees are empowered in dealing with registration problems, and how do they

contribute to overall quality improvement?

~ To what extent does the Student Housing Department measure its performance ill

enhancing customer satisfaction?

~ Does the Student Housing Department promote effective communication amongst

departments that are involved in the registration and placement process?

1.6 PRIMARY RESEARCH OBJECTIVES

The primary research objectives of this dissertation read as follows:

~ To review the current student housing registration and placement system.

~ To determine client satisfaction as it relates to the current student housing registration

and placement system.

~ To investigate and design an improved student housing registration and placement

system that is efficient, workable, fast and user-friendly.

~ To develop a mechanism to continuously improve the quality of the systems.

1.7 THE RESEARCH PROCESS

The research process provides insight into the process of 'how' the research will be

conducted from developing the proposal to submitting the dissertation. Remenyi, Williams,

Money and Swartz (2002:64-65), explains that the research process as consisting of eight

specific phases, which will be applied to this research study. The phases include:

~ Reviewing the literature.

~ Formalizing a research question.

~ Establishing the methodology.

~ Collecting evidence.

~ Analyzing the evidence ..

~ Developing conclusions.
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);> Understanding the limitations of the research.

);> Producing management guidelines or recommendations.

1.8 RESEARCH DESIGN AND METHODOLOGY

Zikmund (2003 :65) states: "A research design is the master plan specifying the methods and

procedure for collecting and analyzing the needed information". In this dissertation,

descriptive research will be conducted which will take place in the social world.

Case study research will serve as a research method. Case study primarily fall within the

phenomenological (qualitative) paradigm, it could also be applied within the quantitative

research paradigm. According to Yin (2003:1), case study research can be used in many

situations including:

);> Policy, political science and public administration research.

);> Community Psychology and sociology research.

);> Organizational and management study.

);> City and regional planning research, such as study of plans or public.

);> Agencies.

);> Research into social sciences, the academic discipline as well as professional fields such

as business administration, management science and social work.

Case studies essentially investigate events in its real-life context and it addresses the

following: It answers 'How' and 'Why' questions, and explore events and aids the

understanding thereof in a particular context. It is seen as an all-inclusive research strategy

when contextual conditions are the subject of the research.

Four types of case studies can be identified namely, descriptive, illustrative, experimental

and explanatory case studies. Collis and Hussey (2003:68-70), implies that case studies are

used in areas where there's an inadequate amount of knowledge. Yin (2003:20-27), focuses

on the important elements of case study research design, namely:

);> Study questions.

4



);> Study propositions.

);> Unit of analysis.

);> Linking data to propositions.

);> Criteria for interpreting findings.

1.9 DATA COLLECTION DESIGN AND METHODOLOGY

In this dissertation questionnaires will serve as the data collection methodology, as it falls

within the broader definition of 'survey research' or 'descriptive survey'. Remenyi et al.

(2002:290), defines 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". A questionnaire consists of a list of questions compiled in order to elicit

reliable responses from a chosen sample with the aim to determine what the participants do,

think or feel. According to Cooper & Schindler, 2006:204, 208, 210-211), there are three

types of interviews identifiable, namely:

);> Unstructured interviews: No specific questions or order of topics to be addressed,

which each interview customized to each participant.

);> Semi-structured interviews: Generally starts with the few specific questions and then

follows the individual tangent of thoughts with interviewer probes

);> Structured interviews: Similar to questionnaire to guide the question order and the

specific way the questions are asked, but the question remains open ended.

The sample frame will consist of the sample drawn from the population of students currently

registered at CPUT. In additions staff members will be selected from the five departments,

namely the Student Housing Department, the Registration Department, the Exam

Department, the International Office and the Heads of the Departments who are in charge

during the registration process to complete the questionnaires.
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1.10 DATA VALIDITY AND RELIABILITY

According to Collis and Hussey (2003:186), 'validity' is concerned with the extent to which

the research findings accurately represents what is happening. More specific, whether the

data is a true picture of what is being studied. According to Cooper and Schindler

(2006:318-320), three major forms of validity can be identified, namely 'content validity',

'criterion-related validity' and 'construct validity'.

Reliability (also referred to as 'trustworthiness'), is concerned with the findings of the

research (Collis & Hussey, 2003:186). The findings can be said to be reliable if you or

anyone else repeated the research and obtained the same results. There are three common

ways of estimating the reliability of the responses to questions in questionnaires or

interviews, -namely:

~ The re-test method, which will be used in this dissertation, and the

~ split halves method, and the

);> internal consistency method.

1.11 ETHICS

In the context of research, according to Saunders, Lewis and Thornhill, (2001: 130), " ...

ethics refers to the appropriateness of your behavior in relation to the rights of those who

become the subject of your work, or are affected by it". The following ethics will be

observed in the research study:

);> Informed consent: Participants should be given the choice to participate or not to

participate, and furthermore be informed in advance about the nature of the study.

);> Right to privacy: The nature and quality of participants' performance must be kept

strictly confidential.

);> Honesty with professional colleagues: Findings must be reported in a complete and

honest fashion, without misrepresenting what has been done or intentionally misleading

others as to the nature of it. Data may not be fabricated to support a particular

conclusion.

6



}i;> Confidentiality/Anonymity: It is good research practice to offer confidentiality or

anonymity, as this will lead to participants giving more open and honest responses.

1.12 RESEARCH ASSUMPTIONS

The following assumptions apply to the proposed research:

}i;> Quality at CPUT is not practiced and understood by all those involved in service delivery.

}i;> Students and staff are not satisfied with customer service delivery during the registration

period.

}i;> Registration process and procedures is not clearly understood by all students, especially

first year students at CPUT Bellville Campus.

1.13 RESEARCH CONSTRAINTS

The following constraints apply to the research:

}i;> Research is limited to Bellville Campus of the Cape Peninsula University of Technology.

1.14 CHAPTER AND CONTENT ANALYSIS

The following chapter and content analysis will be applicable to the research study:

Chapter 1: Scope of the research.

Chapter 2: Holistic perspective of the research environment.

Chapter 3: Continuous improvement and ISO 9000 (A literature review):

Chapter 4: Data collection design and methodology.

Chapter 5: Data analysis and interpretation of results.

Chapter 6: Conclusion.

7



1.15 SIGNIFICANCE OF THE PROPOSED RESEARCH

Higher education institutions attempt to attain rapid quality improvement in order to glean

from it the benefits associated with improved quality. The benefits are student recruitment,

retention, throughputs and graduate outputs, which can only be achieved if the institutions can

improve the level of service they provide to their customers.

The research will contribute to an understanding of the needs of the students applying for

accommodation. The research will also contribute in providing the institutions of higher

learning with measures that can be put in place in overcoming the problem of registration and

placement process.

8



CHAPTER 2: BACKGROUND AND INSIGHT TO RESEARCH ENVIRONMENT

2.1 INTRODUCTION AND BACKGROUND

With the rapid growth of higher education in South African, universities face difficult

competition in the overall retention of students. Registration Departments, Academic

Departments and Support Services are vital entities to a university, as 'front end' to the service

quality of the university. By making the Student Housing registration process easy, user-

friendly, and acceptable, will work to the advantage of the institution. Understanding how

students see on-campus registration provided input to academic decision makers of staff

attitudes involved during the registration and placement period. In this chapter, the researcher

will endeavour to place the study into its context and focus on describing the background of

the research environment.

2.2 HISTORICAL PERSPECTIVE OF STUDENT HOUSING

The historical roots of student housing started in Europe, where students who attended college

in Europe were considerably younger (14-15 years old), often from very poor families, and

who had to find a places to leave for themselves. As the time went on, students began to form

their own voluntary living units, which were democratic, self-governing and self-financed

(Cowley, 1934) cited by Rentz, & Saddlemire (1988:228). Students who were not satisfied

with the living arrangements, were free to move and find more suitable arrangements.

The rationale behind housing provisioning during the early years focused primarily on

providing close supervision for young women. The development of campus life outside the

classroom, intercollegiate sports, debating societies, and student publication encourage

students to spend their out of classroom time in various extra curricular activities (Brubacher

& Rudy, 1958 cited by Rentz & Saddlemire, 1988:230). Campus housing became more

convenient for those students, and consequently the demand for student housing.
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The establishment of higher education institutions in South Africa was based largely on the

British model, with the University of Cape Town CUCT) being the first such institution

founded in sub-Saharan Africa. The first residence at the University of Cape Town in 1887 for

men marked the beginning of student housing, and by 1918 two more residences was added.

Hope Mill and Arthur's Seat, the women residences were headed by a non-faculty member

until its closure in 1928.The women who were responsible for the residences, continued as a

first heads of the new women residence at Grooter Schuur campus. This reflects the hybrid

model of student services, with the involvement of faculty staff and non-academics, a practice

that still continues in most higher education institutions in South Africa today (Mandew, 2003:

3).

The Student Housing department falls under the auspices of Student Affairs. The term

'Student Affairs' refer to the integrated group of non-academic departments and units

providing support and welfare services and programs for students in higher education

institutions (Mandew, 2003: 3).

2.3 BRIEF DESCRIPTION OF RESIDENCES AT CPUT

CPUT has a capacity to accommodate 6092 students of the over 29000 total enrolment

population. CPUT has three campuses namely, Bellville Campus, Cape Town Campus and

Wellington Campus. The Bellville Campus has 11 residences, which accommodates a total

number of 2555 students. The Cape Town Campus has 15 residence scattered around Cape

Town with 2985 students, Whilst the Wellington Campus is the smallest campus with 5

residences accommodating 552 students.

Bellville Campus has 11987 total enrolment population divided across the SIX faculty

departments. With 11908 student's enrolments, only 2555 spaces were available for

accommodation. The number of spaces available for placement of students is far less than the

ever-growing number of students who applies each year for accommodation. As a result the

Student Housing Department is experiencing on going problems in keeping up with the

demands of students seeking accommodation due to the limited space in residences. As a

10



result, it is of importance that the institution should build more residences on campus to

alleviate the pressure that Student Housing Department experience every year in terms of

accommodation. The problem of limited accommodation makes it difficult for the housing

department to fulfill their objectives, vision and mission.

The vision of the Student Housing Department is to offer an on-campus living environment,

that supports each student's academic experience at CPUT. The mission is to strive towards

creating an environment that is conducive for learning, professional development and growth,

and in the process rendering of good quality service. It also ensures controlled and equitable

access to institutional residence accommodation, and to ensure optimum and profitable

utilization of space. Student Housing also offer programs for student development.

These objectives suggest a more educational and developmental role for the residential living

experience. This approach is probably the most comprehensive statement on the purpose of

student housing, and represents the basis for today's educational environment. It encompasses

all aspects of student housing and underscore the interrelatedness of the physical and the

programmatic environment.

2.4 OVERVIEW OF REGISTRATION AND PLACEMENT PROCESS

The number of students who have applied for accommodation in Bellville Campus for 2008

was 6030 for first semester and 5934 for 2009 first semester. Students are selected for

placement in residences in terms of Student Housing policies and procedures. In this chapter

focus will be directed on the registration and placement processes of the Student Housing

Department and the system they use to do the selection, of students. A detailed explanation of

how the process is executed, will be provided.

For any student who wishes to be accommodated in residence, certain activities need to occur.

Activities like fill ing the application form for the enrolment of the course she or he wishes to

study. The application form falls under the general application process of the institution.

Evaluating the current registration and placement of students, one immediately realises that

there are gaps in the system. These gaps emanate from the fact that there is no evidence that

11



there are any quality measures put in place for the smooth running of the processes. Lack of

monitoring, planning, and the absence quality control points accounts for some of the many

reasons that have exacerbated the problem. As a result, it is important to evaluate the current

processes and systems and map them in order to be able to determine where the bottle necks

are, and to formulate a quality improvement plan.

For the first semester of 2009, the total number of students who have applied for

accommodation was 5934, while only 2555· students managed to obtain accommodation.

These statistics shows clearly that the accommodation demand at CPUT Bellville is growing

and there are no measures in place to accommodate the exponential growth. The exponential

growth, 2008 first semester to 2008 second semester to 2009 first semester is shown in table

2.1

Table 2.1 Summarised report on accommodation placement for students (Source: Own)

YEAR 2008 2009
Intake for 2008/2009

1. Application Number of
Summary Applicants 2008

I" Semester 2nd Semester
Re-admissions 1810 474
First Time and First Years
applicants 4220 418
Total Applicant

6030 892
2.Estimated Allocation

Summary
Re-admissions 1698 431
First Time Applicants

250 69
First Years 320 21
Corrections of results

121 29
1st years guaranteed spaces

Appeals 19 Il
Total 2408 561

3. Demand
151Time Applicants
151Years
Total Appeals 90 39
Pending allocations 24
Outstanding Allocations

3622 292

12

TOTALS

2009
151 Semester

2255

3679

5934

2255

2892
787

300

2555

2892
487



Total 3736 331 3379

From the summarised report the number of students who have applied for residence

accommodation in the first semester of 2008 were 6030. Out of the total number of applicants

only 2408 students managed to get accommodation. The figure of 2408 is inclusive of senior

students and first year students. The 320 spaces that were reserved for first years were divided

amongst the 6 Faculty departments. The selection criteria was based on a first come first serve

basis, culminating in the students who managed to call to confirm their acceptance of

enrolment first were selected, while those who did not confirm were only given rooms on their

arrival pending on the space availability. The outstanding allocations for the first semester of

2008 numbered 3736 students.

The second semester for 2008 application was limited to students who are doing engineering

studies, being the only group of students who were allowed to apply for accommodation. Out

of 892 students who have applied, only 561 students managed to get accommodation and 331

students could not be placed for accommodation. For the first semester of 2009, the total

number was 5934 of students who applied for accommodation while only 2555, which

comprised of senior students, first time applicants, in-service training and first year students

could be placed. Out of the 2555 students that were placed, 300 placements were for first

year's students. The total number of students who could not be placed for accommodation in

the first semester of2009 was 3379 students.

2.5 HOLISTIC PERSPECTIVE OF STUDENT'S APPLICATION PROCESS FOR

ENROLMENT AT CPUT

To define any processes improvement project, one must first understand the process that

creates the outputs that internal and external customers receive. This understanding sets the

foundation for identifying critical quality issues, selecting measures, identifying root cause of

problem, and non- value added steps. Diagram 2.1 identifies the sequence of activities (the

flow of materials and information) in the student's application process.

13



Diagram 2.1 further illustrates how the different elements fit together and provide

understanding in the logic of the process. According to Evans and Lindsay (2005:352), flow

charts can help the people involved in the process understand it better and more objectively by

providing a picture of the steps needed to accomplish a task. The flow chart can also help all

employees of the department involved in the registration, to understand how they fit into the

process and who are their suppliers and customers. Comparing a flow chart to the actual

process, will highlight the areas in which rules or policies are unclear so that communication

can be facilitated about problem areas since all inputs and outputs are identified.

Send to student's letter of
acknowledgement No

Request appl ication
form by
students/from
admissions office

Forms delivered to Yes
Selection of
new
students

Returning
application form
bv post

Selection
results sent to
admission

of second choice
back to admissions Acceptance

letters for
enrolment sent
to students

Info captured into
the system by
admissions

back to admissions

Post a I dept del iver
forms to admissions
office

Diagram: 2.1 Holistic perspective of the application process at CPUT (Source: Own)

2.6 APPLICATION PROCESS

The application process begins with an application form to be filled out and getting accepted

for a particular course. In the application there is a part dealing with residence requirements
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where a student needs to complete the names of all the residences that he or she wishes to go

to in the different campuses. After the application form has been filled out, it will be sent

through by mail to the institution's Post office. The form is then delivered by post office to the

admissions office, where it is then captured onto the system. After capturing, an

acknowledgement of receipt of the application forms will be sent out, and the application form

will then be sent through the different departments for selection of the student for the

enrolment of studies.

The departments do not get the information of students electronically after the admissions

office has captured the data; the form is delivered to them by hand together with the list of

students and summary sheet (end of September). When the form reaches the department, they

will verify the contents by checking whether the list corresponds with the forms, and only then

will they start capturing the information onto the system. The entry exams are captured in the

department, and the applicants are ranked on point system. Applicants are selected based on

ranking, gender, work experience and demographics at the beginning of October. The Student

Housing application and selection process is graphically depicted in Diagram 2.2

i
tart First time applicants

0
At tudent Housing r-,T
Office

/'
Data captured b

Residence student tuderns at enteneruor Heusing IOtOthe
application forms -+ Residence Offices a met
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~
Send end rejecuon +--

Adrm lons I acceptance lener
Office! . ent lener
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housing forms at

Students are ent though their
respective residence for
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Diagram: 2.2 Application and Selection process diagram (Source: Own)

When the academics start with their selection, they in the first instance check whether the

student meets the requirements. The student who meets the requirements is sent to Faculty

office by mid October. Faculty office will notify admissions office, residence office, and

students of the outcome of the applicants at the end of October. Successful applicants are

given 14 days to accept the offer after receiving an acceptance letter. If the student is not

accepted for the first choice of studies, the forms will be forwarded back to the admissions

department, and they will send the forms to the department of the second choice for selection.

Those applications of students who have accepted the offer are then submitted to the academic

departments. The admissions office will then send letters of acceptance and rejections to

students. Whist the academic selection was completed end of October, delays of forwarding

first year's information for enrolment resulted in student housing not being able to send

acceptance letters to first years, culminating in first years only knowing about their residence

status on their arrival.

The registration is done twice a year. At the beginning of the year for everyone, while the

second registration occurs at the beginning of the second term for students who wish to enroll

for engineering studies, which are semester courses. All the information for enrolment is fully

advertised on the website of the University, which is www.cput.ac.za.

2.7 STUDENT HOUSING SELECTION CRITERIA

The central residence office strives to provide accommodation to all the students who qualify,

with the proviso that they meet the selection criteria and that there is space available for

accommodation. Only students, registered fulltime will be given accommodation, and who

comply with the following requirement:

);> The minimum of subjects registered for a year must be three.

);> Students reside outside the 60 km radius from the institution.
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Furthermore, the selection criteria has its own exclusion clause which represents a way of

endeavoring that all the aspects of the process in the rules and regulations of housing

department are followed. The exclusions entail the following:

» Students on experiential learning lasting six month and longer.

» Students who do no meet the academic criteria.

» Students whose pregnancy term has reached six month or more

Selection of students relies mainly on the availability of results from the examination

department. Currently, the Student Housing Department is experiencing the problem of not

receiving the results on time, and above all the problem of wrong and unreliable results. The

delays in the publication of the results will mean that the Student Housing Department will

never be able to respond on time for accommodation and placement of students. Furthermore,

the fact that these departments are not communicating effectively when it comes to the

registration process, add to the complexity of the process.

One needs to look at what quality measures can be implemented in solving the problem.

Secondly a thorough investigation of the current system will be executed in order to gain a

clearer understanding of how the academic system works and what causes the delays.

Furthermore the system which each department is using to do their selection and associated

time frames allocated, for marking exam scripts will be evaluated.

2.7.1 Categories of Applicants

» First Year Students

The students have to apply using the general application process of the institution. The first

year students must apply on the prescribed form attached to the university application form for

admission. First years who would have written and pass matriculation at the time, will be

selected and places for accommodation during the October and November selection period.

For those students who are still waiting for their matriculation results at the time of selection,

can only be placed at the beginning of the year when the matriculation results are available

and the confirmation letter of acceptance for enrolment is faxed through to Student Housing
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Department. For their selection to take place; they need to call the Student Housing

Department to enquire about accommodation status after they have confirmed that they are

accepted for enrolment. Only then does the selection take place. The selection is then executed

on a first come first serve basis.

>- First Time applicant

First time applicants are senior students who are studying at CPUT but who have never stayed

in any of the residences. They applied directly to Student Housing and they are the most

disadvantaged group, because when selection starts, they will only be attended to after

selection of first years and senior students who had accommodation the previous year, has

been done. The chances for them to get accommodated are slim, because they will only be

considered if there are spaces available to accommodate them.

>- Senior Students

These are students who are currently staying in residences. These students will apply for

residence through their respective Residence Managers Office. After filling out the application

form, they return the form to the Residence Managers office. The student will then sign the

control form as a proof that the form has been returned. The forms will be sent through to the

Student Housing Department for the capturing of information onto the system. Once all the

data has been captured, the Student Housing Department will wait for notification of results

from Exams Department. The publication of results is the major issue, because some

departments do not meet the deadline for submission of results to the Examination

Departments.

When all the results which are submitted and checked, the Exam department can then forward

the results to Student Housing department. Selection for senior students will be executed

based on the results received. Most of the time, student results are not correct, and students

have to suffer and get rejection letters for accommodation even though they have passed,

because the results reflect that student does not meet the criteria.
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This creates a major problem because it means that there will be over allocation, due to wrong

results. Rejection letters will be sent to students and those students who had wrong results

have to go through another process of enquiring about their results. They will go back to their

departments to get a confirmation letter stating that the student has passed. If the outcome of

the enquiry is positive, then a student will submit the letter to the Residence Manager and

hopefully accommodated. The confirmation will be forwarded to Student Housing or the

Residence Office after which a student can be placed back into his or her room.

)0> In-service Training Student

These are students who are busy with their internships whose applications are also processed

through Student Housing. Those who are not based in Cape Town should apply telephonically

so that the forms can be sent to them. After filling out the form, the student must sent the form

back to Student Housing, by fax, scanned and emailed, posted or direct submission. In some

instances the application forms get lost in the process. The student then has to produce the

proof to Student housing showing that he or she have applied. The in-service training students

are automatically accepted, and are placed back in the residence where they were staying in

the previous year before their training.

2.8 CHALLENGES OF REGISTRATION AND PLACEMENT

When students are selected they need to submit the following documentation for them to be

admitted in residences.

)0> Payment slip or receipt, and a copy of the letter of acceptance as a proof.

)0> Pay the minimal initial payment for residence fee.

)0> Received final registration forms.

)0> Proceed to the residence where they are given the debit forms to pay the upfront-payment

to the cashiers.

After the account payment, they can go through the Student Housing Department for debiting

off the account. The 'white fOf!n' will be stamped and given back to the student, while the

'green form' will remain to Student Housing Department for debiting of the account. The

student will then proceed to the residence where he will be given an Intake form, to complete
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and an access card will be issued to the student. After the student has completed the form the

room can be occupied by the student.

Diagram 2.3 is a graphical representation of the Student Housing Registration and Placement

process (Source: Own)
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housing for debit and

~

white form returned in
Proceed to the cashiers for the residences
payment of residence
deposit

+After selection
students proceeds to

~ Debited white form
residence office submitted in.. Go to student Housing for residence office

debiting

+Produce acceptance
letter

~ Issue intake form to.. the student
Produce proof of registration I--

Issue green and white and payment to student
form with room number - housing administrator
for payment of residence
deposit

End }- Student is given a room ...- Student fill the form
number and escorted to the and access card ~
room issued

Diagram 2.3 Student Housing Registration and placement process

2.9 ACCOMMODATION AND PLACEMENT CHALLENGES FOR HOUSING

DEPARTMENT

Due to the growing numbers of students seeking accommodation and the associated lack of

accommodation, the Student Housing department has found themselves in the situation where

they have to face dissatisfied customers like, Parents, Students, Staff members and Faculties.

The rate of building residences is not consistent with the growing numbers of first year and

International students who are coming to enroll at CPUT. In 2007, CPUT lost a block of

residence space in Bellville College, which was accommodating 114 students. Furthermore

they lost another block of 112 students at the end of 2008. The institution could only manage

to get a block of flats in 2009, that accommodates 222 students. At the end of 2009 the last
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wing at Bellville College will be taken, and hopefully management have contingency plans to

facilitate the 2010 requirements for. The challenges in this respect are listed below:

);> Late receipt of results from exams departments.

);> Misplaced student application forms.

);> Late response outcome on placement of students, specially first year and international

students.

);> Lack of communication between the departments involved and registration.

);> Over allocation of students.

);> Reliability of exams.

);> Acceptance of walk-inns by Faculty departments.

);> Subject cancellation after a student has been placed in the residence and no measures put

in place to track students who have cancelled their subjects.

);> Placement of students who do not meet the requirements due to circumstances, these are

referred to as 'special cases'.

);> Lack of accommodation for placement of students which results to squatting.

These problems emanate from the fact that the departments involved do not work together,

even though they are depending on one another for information. The turn around time for the

student to finish the whole process is too long, which at some times causes the students an

extended period to finish the registration. At times students loose interest and get frustrated

because of the long queues and number of issues in the process. Thirdly the problem of the

response times which mostly affects first year students needs to be addressed as a matter of

urgency. The late receipt of student results and wrong results from Exam Departments are a

major concern, because it affects the selection status of the student. This problem is caused by

the delays of late submission of results by some Faculty departments, who are unable to meet

the submission deadlines.

The delays for late submissions also culminate as a result of rescheduling of exams and

subsequent exams to accommodate sick students. Hence, the submission of doctor's certificate

and other supporting documents to the institution will determine whether the student should
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write a supplementary exam or not. Secondly the delays of results are also caused by those

students who have applied for remarking. The Faculty departments can only announced the

results after they have captured the information of all the students who have written the

exams. The problems pertaining to registration are as the result of the time it takes for Student

Housing to obtain an outcome of first year student selection for enrolment to the course from

the academics. After the selection has been done, the feedback does not go to Student

Housing, instead it goes to the Registration department then sent through to students. Lastly

the merger is a contributor to the problem because the exam department are of the opinion that

they are still having difficulties in making sure that all the departments adhere to due dates, as

resistance to change is evident.
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CHAPTER 3: CONTINUOUS IMPROVEMENT: A LITERATURE REVIEW

3.1 ROLE OF SERVICE QUALITY

According to McDaniel and Pariseseau (1997:204-218), service quality is a feature of the

literature in marketing and operations management, but is just starting to gain attention in

higher education. Gronhaug & Arndt, (1980:324-328), Quelch & Ash, (1981 :82-85), and

McDaniel and Pariseseau (1997: 204-218), have demonstrated that consumers are reluctant to

complain about poor professional service, but these same consumers are becoming

increasingly more value conscious. As a result, higher education institutions are experiencing

mounting pressure from their customers, which include students, alumni, parents to close the

widening gap between their expectations of the institutional performance, and actual

performance. As a result, it is imperative for institutions of higher learning to monitor the

quality of their service and commit to continuous improvement in an effort to respond to the

needs of the institutional constituency (Brigham, 1994 cited by McDaniel and Pariseseau,

1997: 204-218).

Ziethaml (1992) cited by Joseph, Stone, and Yakhou, (2005:66), indicate that poor

performance amongst service related businesses often result from inadequate information

about their own customers. If firms do not know what their customers desire in terms of

service, then how they can possibly design programs that match customer expectation that

constitutes good service. In defining service quality (Lewis and Booms, 1983 cited by

Caruana 2002:813), holds that this is the result of the comparison that customers make

between their expectations and about a service and their perception of the way the service has

been performed. 'Expectations' are the wants of the consumers that they feel a service

provider should offer. Whilst on the other hand, 'perceptions' refer to the consumers'

evaluation of the service provider (Lim & Tang, 2000: 290-299).

According to Foster (2004:215), high quality service is essential for competitiveness and can

even improve employee satisfaction. However, service like quality is a multidimensional term.
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Quality service is not only an imperative for competitiveness, but also the sign of quality

maturity. As a result, for an organisation to provide high quality service, it needs a profound

understanding of the needs, wants, and desires of the customer and an understanding of who

the customers is. The role of service quality in higher education, as discussed by Shank et al.

(1995) cited by Joseph, Stone, & Yakhou, (2005:66), is that: "Higher education possesses the

characteristics of a service industry. Education service is intangible, heterogeneous;

inseparable from the person delivering it, variable, perishable, and the customer (student)

participates' in the process. Additionally, colleges and universities are increasingly finding

themselves in an environment that is conducive to understand the role and importance of

service quality this environment is the fiercely competitive one".

Furthermore, according to Parasuraman, Ziethamal, & Berry (1988) cited by Abouchedid &

Nasser (2002: 198), the service quality concept in higher education, is inextricably linked to

the competitive service and success of an institution. As a result, service quality helps meet

the basic objectives of retention and enrolment of students in universities. With the idea that

these institutions have a market to provide for, how well they provide students with service as

registered students can be of value to their stature and academic reputation. Furthermore, the

retention of students through academic and administrative provisioning is often associated

with the quality of service that links the registrar with admission of academics (Backes &

Gunn, 1992:183-186).

3.2 MEASURING SERVICE QUALITY USING SERVQUAL

According to Brysland & Curry (2001 :389-410), the SERVQUAL approach was designed by

Parasuraman et.al. (1985), in response to the lack of conclusive published research materials

relating to the measurement of service quality. The aims of SERVQUAL methodology

evaluates and helps determine the following:

);> Different customer's perceptions and expectations of service quality to highlight current

performance levels, by customer segmentations.

);> Resultant service quality gaps.
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;;.. An understanding of customer perceptions over time, allowing further analysis as part of

the monitoring process.

;;.. How to manage customer expectations with regard to service planning, design and

delivery.

;;.. The impact of service improvement activities carried out as a result of customer

expectations and priorities.

;;.. The results that provide a starting point and assist ill the prioritisation of service

improvement activities.

Most researchers in the area of service quality has identified services based on accepted

differentiators, and how much of the research into service quality has focus on identifying

measures for service quality and on identifying results of good service quality. Overall,

expected organisational results include increased productivity and increase profit due to

reduced cost (Kandampully & Duddy, 1999:51-56). Brysland & Curry (2001: 389-401),

believe that measuring customer perception of service may increase expectations, and

measuring too often may result in customers losing their motivation to answer correctly.

Furthermore, they feel that if organisations are not willing to take appropriate actions on

findings, there is therefore no point in measuring service quality.

The measure of service quality is complex because it is dependent on customer perceptions

and evaluation of the service. (Dabholkar, Thorpe, & Rentz, 1996:3-16). In measuring service

quality a single item measures satisfaction in terms of overall service quality. However

research has shown that the service quality construct is more complex and may be more

accurately assessed by using multiple items. Gronroos (1990:262), defines service quality in

terms of the point in the service process, where the interaction between customers and

employees occurs and concludes. As a result, this point is what determines whether customer

expectation has been met and whether it will be satisfied with service quality.

A number of previous research studies into student perceptions of quality satisfaction, have

utilised the SERVQUAL framework (Parasuraman et al., 1988 cited by Barney, Douglas &

Douglas (2006: 251-267). According to Barney et al.(2006:251-267) Parasuraman et.al (1988)
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developed this survey instrument for assessing quality along five service quality dimensions.

These five dimensions have been used in many service firms to measure quality performance.

Foster (2004:221), believe that the SERVQUAL instrument has many advantages that

organisations can benefit from in measuring service quality which one expanded upon below:

3.2.1 Benefits of using SERVQUAL

The benefits of using SERVQUAL according to Foster (2004:221) are:

);> It is acceptable as a standard for assessing different dimensions of service quality.

);> It has been shown to be valid for a number of service stations.

);> It has been demonstrated to be reliable.

);> The instrument is parsimonious in that it has only 22 items that can be filled quickly by the

customer.

);> It has standardise analysis procedure to aid interpretation and results.

Furthermore, in using this instrument one must firstly understand both customer expectation

and perceptions, in so doing one will be able to assess the gap that exist in these areas.

Looking at the five dimensions of service quality, which are reliability, tangibles,

responsiveness, assurance, and empathy, the gaps that exist between these dimensions,

demonstrate differences in perceptions that can have a detrimental effect on quality

perceptions of service quality.

A high level of service quality may help an organisation in the creation of a comparative

advantage, an important factor in an increasingly global market (Kandampully & Duddy,

1999: 51-56), and Sharma & Gadenne, (2002:394:404). From a customer perspective, good

service quality should lead to long term customer relationships, customer willingness to

recommend the service to others and to a good image of an organisation (Gronroos,

1990:260).

Customers will be able to recommend the service only if they get satisfaction on what they

perceive to be good quality. Hence, it is vital for departments to regularly measure the quality
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performance through surveys. The outcome of the surveys will help them identify the problem

areas and be able to institute corrective action. Those corrective actions will be based on facts

to make proper decisions for improvement program plans.

3.3 MANAGING SERVICE QUALITY IN IDGHER EDUCATION INSTITUTIONS

..
According to Hill (1995: 13), one of the problems facing higher education organisations

seeking to improve service quality are that a body of meaningful performance measures does

not exist. However, since students are now being viewed as the primary customers of the

higher education institution, one approach to service quality management, which to some

extent circumvents the performance measure difficulty, would be attempting to align, as

closely as possible, students' expectations with their perceptions of service performance.

Hill (1995: 13) citing Crawford (1999), highlight some issues that seems to be fundamental to

the management of service quality. These include the centrality of the role of the consumer,

and the relationship between the consumer expectations and the perception of service

provided. The author further stated that in British higher education, students are now being

considered 'primary customers'. Therefore one possible approach in managing service quality

is 10 focus on the alignment of student expectations with the perception of service provided.

Gronroos, (1982:36-44), maintain that service quality can be broken down into two sub-

components, namely 'technical quality' and 'functional quality'. 'Technical quality' relates to

what is provided during the service process (knowledge, tangibles, and technical solutions),

while 'functional quality', on the other hand refers to how the service is provided; the

interpersonal behaviors contributed by the service employee during the service encounter. The

significance of the above discussion on service and service quality is that in attempting to

manage service quality, it is not enough to focus on service provider personnel, attention

should also be directed to the motivation and behavior of the consumer as well. It has already

been demonstrated that service expectations playa key role regarding the quality perceptions,

which consumers ultimately develop. As a result, the organisations should take appropriate

steps to manage such expectations. At a minimum, this involves informing consumers of what
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is and what is not possible, and outlining the reasons why (Berry et.a!., 1985 & King, 1985

cited by Hill, 1995:10-21).

Barney et.a.l 2006:251-267 citing Deming (1982), comment that most people form their

opinions based on what they see, and they are either dissatisfied or delighted, or at some point

are on the continuum in between. As a result, in order to deliver high quality of service to

students, universities must manage every aspect of the student's interaction with all of their

service offerings and in particular those involving its people. Services are delivered to people

by people, and the moment of truth can make or break the image of university (Banwet &

Datta, 2003: 234-243).

3.4BENCHMARKING

Camp (1989:4-6), emphasise that although the comparative data has been used for years in

some industries including higher education, benchmarking was developed in early 1980's at

the Xerox Corporation in response to an increase in complaints and the rapid declining

market. As a result, the strategy of benchmarking is important both conceptually and

practically and is being used for improving administrative processes as well as for

instructional models at colleges and universities by examining processes and models of other

schools and adapting their techniques and approaches (Chaffer & Sherr 1992, and Clark 1993

cited by Alstete, 2000:200-205).

Kempner (1995:21-31), describes benchmarking as an ongoing, systematic process for

measuring and comparing the work process of one organisation to those of another, by

bringing an external focus to internal activities, and helping to identify where opportunities for

improvement may reside. The author further believes that benchmarking as with other quality

concepts, should be integrated into the fundamental operations throughout the organisations,

and should be an ongoing process that analyse the data collected longitudinally, as a means of

performance improvement.
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According to Kempner (1995 :21-31), benchmarking attempts to answer the following

questions:

~ How well are we doing compare to others?

~ How good do we want to be?

~ Who is doing it best?

~ How do they do it?

~ How can we adapt what they do in our institution?

~ How can we be better than the best?

To answer these questions several multi-step benchmarking methods have been deployed by

leading benchmarking practitioners in the likes of Longbottom (2000: 98-117), who has

identified four key stages within a benchmarking process, namely planning, analysis,

implementation, and review. (Camp 1989 cited by Pyzedek, 1995:0nline), identified five key

steps, which are in line with those of Longbottom (2000), but adding the fifth stage, of

maturity in his benchmarking process. The stages are elaborated upon below:

~ Planning: Identify what is to be benchmarked, and determine data collection methods and

collect data.

~ Analysis: Determine current performance gaps and project future performance levels.

~ Integration: Communicate benchmark findings and gain acceptance and establish

functional goals.

~ Action: Develop an action plan, implement specific actions and monitor progress.

Thereafter, recalibrate the benchmark.

~ Maturity: Leadership position attained and practices must be fully integrated into process.

Most research on benchmarking emphasise that organisations should not consider

benchmarking as a one-off exercise. For it to be effective, it must become a sustained, integral

part of an ongoing improvement process with the goal of keeping abreast of ever-improving

best practice. Camp (1995: 15), .add on further to say in benchmarking, internal processes are

adjusted, performance is monitored, new comparisons are made with the current best
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performers and further changes are explored, all with the ultimate goal of achieving world

class status.

According to Camp (1995: 15), benchmarking is the integral part of the planning and ongoing

review process to ensure a focus on the external environment, and to strengthen the use of

factual information in developing plans. As a result, organisation can use benchmarking to

improve performance by understanding the methods and practices required to achieve world

class performance levels.

3.4.1 Benefits of Benchmarking:

Pyzedec, (1995: Online), explain the benefits of competitive benchmarking as follows:

~ Creating a culture that values continuous improvement to achieve excellence.

~ Increase sensitivity to changes in the external environment.

~ Shifting the corporate mind-set from relative complacency to a strong sense of urgency for

ongoing improvement.

~ Focus resources through performance targets set with employee input.

~ Prioritise the areas that need improvement.

From the above the analogy can be drawn that the CPUT can starts looking at what other

institutions are doing and how they manage their student housing registration and placement

process. For example, according to Tsatsane (2009:Interview), the Residence Manager at the

University of the Western Cape, the residence administration allows Residence Managers to

do the selection of their residences students. They are allowed to view and access the

information that is needed for the selection of the students, by using the Link System. Their

selection is done before students leave for vacation, and by the time they leave the institution,

they know their status of accommodation and the rooms they are allocated to. They use the

following criteria to accept students:

~ The academic performance of a student.

~ The financial status in terms of how much the student owes the university.

~ The judicial record of the student.
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~ Should the student have failed two consecutive years, the student IS excluded from

residence.

According to Botha and Singh (2009: Interview), the residence administrators coordinating the

placement process at the Tswana University of technology, student registration uses end of the

year results of the previous year to do their selection for accommodation, due to the fact that

the results are complete and error free. Senior students book their space first, thereafter the

pre-selection of students will start. The system they use is called Integrated Tertiary Software,

which enable them to view all the information needed for selection of students. They also use

the system to block the application of a student, should the student have the following

outstanding issues:

~ Outstanding balance for fees.

~ Outstanding balance for residence breakages.

~ Judiciary record and expulsions.

~ Students who are doing three year diploma courses are allowed to stay in residence for

only four years, and that applies also to those who are doing four year degrees who can stay

for five years.

According to Nhlangwini (2009: interview), the residence manager and the coordinator of

placement of students at the Nelson Mandela Metropolitan University, selection and

registration of residence students is executed entirely by residence managers and there is no

placement officer. The list of all students who have appl ied for accommodation is sent through

to the residence managers by the admissions office. Students are selected based on the

following criteria:

~ They look at the radius/ distance student leave from the university

~ Age of the student, as they prefer to accommodate younger students on campus and older

students are advice to get accommodation privately so as to open the space for first years.

~ Race of the students, because they need to make sure that students from other races are

catered for, because most af the time the majority of students who apply for on campus

accommodation is African students.

~ Should students have failed two consecutive years, they are excluded from the residence.
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CPUT can also learn from what other institutions are doing by exchanging information and

also forming partnerships, that will help the institution to achieve greater benefits to

continuously improve their systems and performance.

Camp (1995: 16), identifies four types of benchmarking, which are elaborated upon below:

~ Internal benchmarking: This is a comparison among similar operations within one's

own organization.

~ Competitive benchmarking: This is a comparison to the best of the direct competitors.

~ Functional benchmarking: This is a comparison of methods to companies with similar

processes in the same function outside one's industry.

~ Generic benchmarking: This is a comparison of work processes to others who have

innovative, exemplary work processes.

Lastly, Bossidy (2000: 46-49), believes that the ever-growing literature on benchmarking

indicates a significant momentum, which will develop in the future, and which will become

more and more a way organisations do business. The author further stated that best practice

transfer has the potential to achieve greater benefits, which must be coordinated as part of the

future business development, and that is part of the learning process. As a result, organisations

must be flexible to respond rapidly to competitive and market change, and they must

benchmark continuously to achieve best practice.

3.5 CUSTOMER SERVICE

One of the major issues facing recruiters and admission officers today are institution's

inability to meet student customer service needs. Raisman (2001:189) conducted a study,

which indicated that up to 12 percent of the potential student population are lost because of

poor customer service during campus visits. In today's economically depressed market, more

institutions are fiercely competing for a shrinking number of students (Anonymous 1, 2009:

Online). These institutions can only survive the competition if they start to recognise the vital
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role that customer service plays in attracting and retaining high quality students, and winning

over skeptical parents.

Furthermore, Inability to satisfy student's expectations may not be just due to the attitude of

staff the other possible cause may be the lack of clarity of systems and roles of support staff.

Staff must be clear on what their roles are, communication on the expected level of service

should be specific and commitment will be there if the system is well defined and students are

aware of the services available. Therefore institutions of higher learning should provide

service that is valued by the customers, and that could only be possible if they develop the

understanding of their customers needs. In achieving that they need to institutes the following

strategies: Anonymous 2, 2009: Online:

);> Regular ask your customers about your business services.

);> Provide feedback forms four your customers to complete.

);> Welcome customer complaints and managed these promptly and positively to avoid loss of

customers and negative word of mouth.

);> Keep a list of customer complaints to identify any patterns and the cause of dissatisfaction.

);> Learn what your competitors are doing to achieve customer satisfaction.

3.6 CUSTOMER SATISFACTION

According to Meneses, Palacio, & Perez (2002:486-505), customer satisfaction has been

debated in the literature and numerous definitions have been proposed without a consensus

ever having been reached. From the research which have been conducted, Cote and Giese

(2000:7-27), reached the conclusion that satisfaction comprises of three essential elements,

namely:

);> A general affective response that varies in its intensity;

);> focus on choice of product, purchase, or consumptions; and

);> the moment of determination, which vary according to the different situations and its

duration in time which is generally limited.
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In order to satisfy ones customers one needs to have an understanding of who your customers

are, and what their needs and wants are? Gryna (2001 :315), defines 'customer' as anyone who

is affected by the product or process, and identifies three categories of customers, namely:

);> External customers, both current and potential: A multiplicity of these customers gives

rise to a variety of influence, depending on whether the customer is economically powerful

and on its technological sophistication.

);> Internal customers: These customers include all functions affected by the product, at

both the managerial and workforce levels.

);> Suppliers as customers: Suppliers should be viewed as extensions of internal customer

departments, such as manufacturing.

More recently, customer satisfaction has been viewed as a global assessment that follows

evaluations of service quality. Several researchers (Anderson & Sullivan, 1993; Cronin et al.,

2000; Spreng & Mackoy, 1996) cited by Dabholkar and Overby, (2005:10-27), have found

empirical support for customer satisfaction as a consequence of service quality. Oliver (1981:

25-48), is of the opinion that service quality evaluations tend to be attribute-based and suggest

that customer satisfaction evaluations are typically more global. Other researchers like Cronin,

Brady, & Hult (2000: 193-218.), have also found empirical evidence to support this notion.

Gryna (2001 :327), further argued that in measuring customer satisfaction, one firstly need to

identify the attributes of the product that collectively defines satisfaction. The list of attributes

are tangibles, reliability, responsiveness, assurance, and empathy that should span the entire

cycle of customer contact, from initial contact with the front line employees through use and

rendering of the service and handling of complaints. For example in areas of customer service,

the five dimensions in SERVQUAL model can be used by the Student Housing Department to

measure customer satisfaction.

According to Detoro and Temlere (1992:56), customer needs and expectations are constantly

escalating as they have their requirements met and learn of new possibilities from competitors.

Any organisation that is too internally focused and not mindful of the dynamics of the market

place, will eventually loose market share. The task then, is to pursue customer satisfaction in
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an organised discipline manner. As a result, an organisation needs to have a framework, to

guide its efforts to improve customer satisfaction. The steps that the organisation needs to

follow according to Detoro and Tennere (1992:56), are elaborated upon below:

» Begin with an external assessment on the customer's perception of the product and

service. By so doing, internal work processes impacting customer satisfaction are

identified and improved to remove unwanted variation in performance.

» Unnecessary work steps are eliminated, and variation is minimised so that consistent,

reliable delivery of service can be achieved.

Kinlaw (1992:30), on the other hand suggested a team based approach and strategies that

organisations can use for improving customer satisfaction. He further maintains that team

development is the grand strategy for the critical events that underlie continuous

improvement. It is through team developments that teams can:

» Equip themselves for continuous improvement:

» Include customers as part of their teams, improve their output, and assure that the

satisfaction of their customers is continuously improved; and

» Include suppliers as part of their teams, improve the input of their suppliers, and assure

that the performance of their suppliers is continuously improved.

According to Kinlaw (1991) cited by Kinlaw (1992:31), team development is the context

within which continuous improvement is initiated and maintained between the three roles of

supplier, processor, and customer. Even if the meanings of team can differ when applied to

internal and external customer, the difference will be in terms of degree only. As a result, the

critical dimensions of team development are the same, in terms of inclusion, commitment,

loyalty, pride, and trust.

Fredenberger, Marshall, & Ware (1996:21-31), are ofa different opinion than Kinlaw (1992),

in that the implementation of effective team-based continuous improvement projects in the

academic side of schools as a most difficult task, because of the time required by team

activities. The understanding is not clear as to how teams can contribute to academic

processes, and an aversion to change in academic culture. However, academics maintain that
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continuous improvement is easily implemented in areas composed of business-like processes

(e.g., maintenance, cafeteria, housing and others). Therefore based on Kinslaw's opinion, it is

important that the departments involved in the registration process should work as a team and

not in silos, so that each department have the ability to understand other department's

processes, above all staff can also start to see how their work impacts on others.

3.7 PROCESS MANAGEMENT

According to Waszink, & Wijngaard, & Zhang (2000:730-755), organisations need to take

into consideration that all activities can be considered as processes. As a result, if the aim of a

TQM initiative is to achieve overall quality performance, then process management appears to

be an essential requirement. Process management is the concern of quality of conformance,

therefore one important matter in process management, is to ensure that process capability can

meet production requirements.

According to Johnston, (2008:0nline), as demands increase for higher education leadership to

demonstrate accountability and transparency to their funding sources, some universities and

colleges are using principles and practices of what is known as continuous process

improvement, quality improvement, continuous quality improvement or total quality

management. This approach can be viewed as a form of organisational development, or as a

set of tools that assist with organisational development.

Continuous process improvement is an intentional approach to strategic change focused on

planning for a determined future by improving business processes to get there. To be effective,

continuous process improvement must look for improvement in a myriad of areas, including

managing people, reducing waste or delays, understanding and meeting customer needs, and

stewarding financial assets. Elements of effective CPI programs resonate with Balanced

Scorecard principles. Each approach is best tailored to the needs and culture of the institution

(Johnston, 2008: Online).
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3.7.1 Steps for process improvement

According to Evans and Lindsay (2005:345), process improvement is an important business

strategy in competitive markets, and suggest four points that organisation can consider due to

the fact that:

~ Customer loyalty is driven by delivered value.

~ Delivered value is created by business processes

~ Sustained success in competitive market requires a business to continuously improve

delivered value.

~ To continuously improve value creation ability, a business must continuously improve its

value creation process.

The philosophy of Deming dictates that in order to apply the six steps of process improvement

one needs to be disciplined, failure to do so will results to poor outcomes. As a result, the six

steps of process were developed through years of frustration and failure, and have been

designed as a universal approach. The model introduces a systematic approach for applying

management to any type of process. Hence it can be applied in any operation, information

system, administration, service, or manufacturing. It can also be applied to any system like

those that exchange information with he customer, and those that use to produce and deliver

product and service (Detoro & Tennere 1992: 111).

The following steps can only be used by many departments at the CPUT, since it can be

applied in any operations as stated above, namely:

~ Define a problem: In the context of the process.

~ Identify and document the process: In understandable terms.

~ Measure performance: In the absence of documented performance standards, remedial

work is needed to quantify how well or poorly the system is performing.

~ Understand Why: The lack of data increases the difficulty of understanding why the

system is performing the way it is.

~ Develop and test ideas: Understanding variations and process capability are the preferred

first activities in this step.
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);> Implement solution and evaluate: Begin by planning and implementing the

improvements identified and verified in step 5.

Detoro and Tennere (1992:111), further state that service providers or knowledge workers

sometimes do not recognize that they are performing within a business system. As a result, the

six steps serve as a universal road map to process improvement. It provides a systematic

approach to build a fundamental understanding of customer's requirements, process

capabilities, and the cause for gaps between them.

Owen (2002: 16), describe continuous process improvement as a systematic method of

analysing data, identifying the root cause of problems, understanding likely future changes to

product or service requirements, and acting on the results. As a result, one can deduce from

the statement above that, in order to continually improve your processes departments need to

ensure that feedback from internal and external customers and staff is actually fed back to the

right people. Above all, the information gathered will be used to review and improve the

process so as to be able to render service that continues to meet customer needs, because

customers need change overtime.

Owen (2002: 17), furthermore believe that the constant review will help to ensure that the

process and hence the product or service it produces, continues to meet customer needs

overtime. As a result the author suggests key steps that organisations need to follow to attain

continuous improvement, namely:

);> Document the process,

);> establish process suppliers/customers/owner,

);> measure the process,

);> identify problems,

);> identify solutions/improvements,

);> implement changes,

);> review changes, and

);> start again.

38



3.8 QUALITY AS CORE COMPETENCY

There is a need for academic departments to build and enhance relationships so that they can

be able to function properly. It is believed that quality service requires a commitment to and

understanding of best practice by all staff members in an organisation. Core competence is

defined as consisting of communication, involvement, and a deep commitment to working

across organisational boundaries. Furthermore, it involves many levels of people and all

functions (Prahalad and Hamel, 1990 cited by Forster, 2004: 113). The skills that together

constitute core competence coalesce around individuals, whose efforts are not so narrowly

focused that they cannot recognise the opportunities for blending their functional expertise,

with those of others with new and interesting ways (Foster, 2001: 113).

Organisations producing outstanding products or services with an understanding of processes

are better positioned to operate in a changing market, because they can introduce new

products rapidly with fewer quality related hold-ups. As a result, core competency is built on

the foundation of a long term commitment to quality and continual improvement.

According to Schilikman (2003:4), a Quality Management System (QMS) is most effective

when it is transparent to the overall strategic goals and objectives of the organisation. The

strategic goals and objectives of the organisation are embedded within the organisation's

processes or core competencies. This means that the overall operational structure of the

organisation is in the form of core competencies. Each core competency is characterised by a

process that must link seamless into the next core competency to produce an effective overall

QMS. Javadin (1998:60-71), is of the view that companies need to understand fully their core

competencies and capabilities in order to successfully exploit their resources. Having the

ownership of different types of resources, will enable the organisation to develop different

strategies. Strategies that are too far from the firm competencies and capabilities are too risky,

because they can lead to major company loss

Furthemore, McHugh, Merli, & Wheeler (1995:52), refer to core business processes that are

identified by the business strategic thinking as critical to excel at to meet or beat the
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competition. As a result, a core competence may be a business process, a management skill or

an applied technology. Gary Hamel, a professor at the London Business School, has

determined three tests by which to judge if a capability is the core competence, because much

confusion arises in distinguishing between capability and core competence. The three tests

listed by McHugh et.al, (1995:52), include:

);> Does it make disproportionate contribution to customer value?

);> Does it offer the opportunity to build competitive distinction?

);> Is it applicable in other business, location or products?

McHugh et.al. (1995:52), distinguishes between capabilities and core competence, by citing

the example of pediatricians, who he believes are capable of basic medicine for adults because

of their general training, but are competent in medical care of children, because of their

specialized additional study. According to Hitt and Ireland (1986:401-416), a business has to

be capable of doing many different things if it is to exist. Therefore, a capability is considered

to be everything a business needs to compete. Itmay also refer to an ability to work in teams,

attributes such as knowledge, an activity that goes on in every business.

3.9 QUALITY AS A WORK PRACTICE

Shanahan and Gerber (2004: 169), describe quality work practice as that is designed and

enacted to provide a platform upon, which a quality faculty student administration service can

be delivered to meet and exceed the expectations of the stakeholders. It evaluates efficiencies

and continuous improvement as best practices. It identifies integrity as a sign of quality and

work practice and is seen as a culmination of success and good quality service delivery. More

specific, work practices are of quality if they are well designed and suit the purpose of

enabling faculty student administration to meet and exceed student needs and expectations.

For the work practices to be successful, they rely on the process of continuous improvement,

which necessitates design implementation, feedback and design improvement, to which staff

at all levels can contribute. It -is of importance for the Student Housing department to have

flexible policies and procedures that can be easily adapted to changing customer needs.

Quality work practice enables the delivery of service in a timely, and cost- efficient way.
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3.10 CONTINUOUS IMPROVEMENT

Goetsch and Davis (2002:83), argue that, " ... the best way to win in global competition is with

quality. The best way to produce quality is to continually improve people, processes and

environments. The best way to improve people, process and environment, is the total quality

way". To help in ensuring the future of the organisation and satisfaction of the interested

parties, the Student Housing department management should create a culture that involve

people actively seeking opportunities for improvement of performance in process and

activities. These activities should include:

>- Setting of objectives for people, projects and organisation.

>- Benchmarking competitor performance and best practice to compare the standards.

>- It is also imperative that performance need to be considered, because it is important to

measure performance in order to make sure that customer requirements are met.

The quality assurance structure set up by the CPUT has already helped to raise awareness of

the importance of a culture of continuous improvement and monitoring. According to Kinlaw

(1992: 13), continouos improvement means undertaking improvement projects that range from

fixing things that fail, to creating new processes, service, and products. This means solving the

customer's immediate problem and preventing the same problem from happening again. The

author suggested five general strategies for improvement. These strategies exist on a

continuum from being reactive to being proactive. Kinlaw (1992: 15) strategies that can be

used to prevent the problems being at the reactive end of the continuum are expanded upon

below:

Responding to an immediate problem:

>- This strategy includes actions such as correcting errors in a procurement request,

>- taking care of customer complaints, and

>- resolving conflict between team members.

Preventing the occurrence and recurrence of a problem:

>- Focuses on action such as preventing customer dissatisfaction,

>- by inspecting products or service,
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)' preventing failure of the machines through maintenance, and

)' preventing errors in a procurement request.

Upgrading machines, methods and techniques:

Work processes and their results often can be improved:

)' By replacing machines with new and better ones,

)' automating some or all of a work process, and

)' introducing ajob aid or a new tool.

Experimenting to improve an operation or work process:

)' This strategy for improvement means designing to test the impact of a modification in

sequence, timing, and equipment material.

Creating a new opportunity:

This strategy includes the active search:

)' To anticipate the developing needs of a customer,

)' the introduction of product or service to meet these needs,

)' the total elimination of outmoded work process, and

)' breaking out of many limits to inquiry and improvement that typically exist Owen

(2002:16).

According to Dobie and Hensley (2005:83), a number of quality improvement programs that

are available for uJe by service industries are Six Sigma reengineering, benchmarking and

TQM. Six Sigma is particularly attractive to the service industry due to its customer driven

methodology. Whilst on the other hand TQM has been used for a number of years and results

show that TQM can lead to improvement in the following areas (Sharma & Gadenne,

2002:394-404 ):

)' Improvement in team work,

)' increase feelings of personal responsibility,

)' increase customer orientation, and

)' improve organisational efficiency.
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According to Detoro & Tennor (1992:32), various teachings of the quality gurus with practical

experience have led to the development of a simple but effective model for implementing

TQM. The model has build on fundamental principles of total quality, namely focus on the

customers that are internal and external, focus on improving work processes to produce

consistent, acceptable outputs, and focus on utilizing the talents of those with whom we work.

The fundamental principles of total quality are according to Detoro & Tennor (1992:32),

elaborated upon below:

~ Customer Focus: This concept requires a thorough collection and analysis of customer

requirements, and when the requirements are understood and accepted, they must be met.

~ Process Improvement: The concept of continuous improvement is built on the premise

that work is the result of the series of interrelated steps and activities that result in the

output. Sustained attention of each of these steps in the work process is necessary to

reduce the variability of the output and improve the reliability of the process

~ Total Involvement: This approach begins with the active leadership of senior

management and includes effort that utilises the talents of all employees in the

organisation to gain a competitive advantage in a market place.

Various other general and systematic approaches to improvement have been employed or

proposed by educators in higher education institutions, including Kaizen, total quality

management, quality function deployment and policy deployment. The CPUT like most

institutions of higher learning subscribes to quality, excellence and improvement. However,

that can only be achieved in the presence of well defined improvement process. As a result,

the Kaizen process can be used as the principal process in eliminating waste and improving

the processes deployed by the Student Housing Department at the CPUT. Kaizen is the

Japanese word meaning: 'Change for the bert r', and is typically interpreted as 'continouos

improvement' (lmai, 1986 cited by Emiliana, 2005:39).

Emiliana (2005:37-52), emphasises the most important point of how the leaders of higher

education institutions fail to cut on activities that adds cost but does not add value. The author

further argues that the leaders of higher education institutions, like most leaders do not operate
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with the understanding of waste in mind, and thus are not effective at cost reduction, when

compared to some non-educational organisations. As a result, they have a poor understanding

of business processes and the specific activities contained therein that consume resources, but

do not create value. The common solution to the problem is to increase tuition and fees, or cut

programs, reduce academic, or support resources, and sometimes lay staff off (Rensselaer &

Hartford 2001; Hebel, 2002; Arnol et al,.2003, and Farrel, 2003, cited by Emilliana, 2005:37-

52). Hence, the strategy they use to deal with the problem is to 'look at the numbers' to justify

the cuts, but never 'look at the process' to understand and eliminate cost that customers do not

value (June, 2002: 27).

The Kaizen process is the important tool that can be used to eliminate cost, and it utilises

various tools and methods to make the problem visible. Then uses formal root cause analysis

and other means to identify and correct the problem at the source. The results are rapid

improvement, lower costs, higher quality and better product or service which are the attributes

that the customer recognise (Zimmerman 1991, Imai, 1997 and Roffe 1998 cited by Emiliana

2005: 37-52).

3.10.1 Root Cause Analysis

Root cause analysis is a class of problem solving methods aimed at identifying the root cause

of the problem or event (Anonymous 3, 2009: Online). The practice of root cause analysis is

predicated on the belief that problems are best solved by attempting to correct or eliminate

root causes, as opposed to merely addressing the immediate obvious symptom. By directing

corrective measures at root cause, it is hoped that the likelihood root cause analysis of problem

recurrence by a single intervention is not always possible. As a result, root cause analysis is

often considered to be an iterative process, and is frequently viewed as a tool for continuous

improvement (Anonymous 3,2009: Online).

As indicated above, the Student Housing Department, the Exams Department, the

Registration! Admissions Department and the Faculty Department could use this method as a
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problem analysis tool in identifying the problems they are experiencing, so as to be able to

correct and eliminate the root causes of their problems. The problems associated with the

Student Housing department are partly caused by late delivery of results and application

forms, that does not reach the department on time. This makes it difficult for the Student

Housing department to capture the information for their selection and placement of students.

According to Emiliana (2005: 39), root cause analysis is not a single, sharply defined

methodology; there are many different tools, processes, and philosophies of root cause

analysis in existence. However, most of these can be classed into five very broadly defined

'schools' that are termed by their basic fields of origin: They are as follows

);.> Safety-based Root Cause Analysis: Descends from the fields of accident analysis and

occupational safety and health.

);.> Production-based Root Cause Analysis: Have its origins in the field of quality control

for industrial manufacturing.

);.> Process-based Root Cause Analysis: Is basically follow-on to production-based, but with

the scope that has been expanded to include business processes.

);.> Failure-based Root Cause Analysis: Is rooted in the practice of failure analysis as

employed in engineering and maintenance.

);.> System-based Root Cause Analysis: Has emerged as an amalgamation, risk

management, and system analysis.

In addition, one needs to take into consideration that Kaizen is the specific form of action or

on-the-job learning, where people examine and critically question all activities that are

performed in order to meet the needs of internal or external customers (Zimmerman 1991,

Irnai 1997 and Roffe 1998 cited by Emiliana, 2005:39).

3.11 ELEMENTS OF THE KAIZEN PROCESS:

The Kaizen process includes the following elements:

);.> Observation,

);.> data gathering,

);.> analysis, and
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)0> critical thinking.

According to Emiliana (2005:41), Kaizen is valuable because it is the method for quickly

achieving improvement. It also engages people at all levels of an organisation and promotes

teamwork. It challenges the team to identify solutions that are both low cost and highly

effective at eliminating waste, unevenness, and unreasonableness. This process can help the

Student Housing Department to clearly identify the root of problems, measure, and correct the

problems associated with the process. This can be done by using the general principles of root

cause analysis.

3.12 SIX SIGMA

According to Holmes, Jenicke, & Kulmar (2008:453-462), as customers continue to demand

better quality products or service, companies have used various approaches to meet this need.

Six Sigma improvement methodologies is one of the approaches that has been successfully

used by companies in the United States and other parts of the world to improve quality of

products manufactured or service delivered.

Antony (2006:236), states that many service oriented companies still conform to the notion

that Six Sigma is confined just to manufacturing, companies. He then suggested three

rudimentary principles of statistical thinking advocated by HoerI and Snee (2002), that he

believes will be the best way in convincing service oriented company to initiate, develop, and

implement Six igma strategy, namely:

)0> All work occurs in a system of interconnected processes,

)0> all processes exhibit a variety; and

)0> all processes create data that explain variability and it is the companies' responsibility to

understand the source of variability and device effective strategies to reduce or eliminate

variability.

From the above analogy it is evident that higher education institutions can also implement the

above Six Sigma strategies to improve their systems and processes.
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3.12.1 Benefits of Six Sigma in service oriented companies

Some researchers are of the opinion that Six Sigma is difficult to implemented in an education

setting, forgetting that higher education institution are part of service oriented organisations.

Should the CPUT use the strategies above in their implementation, they can glean some of the

following eight benefits (Holmes, Jenicke, & Kumar, 2008:453-462):

,.. Effective management decision due to heavy reliance on data and facts instead of gut

feelings and hunches.

,.. Increase the understanding of customer needs and expectations, especially the critical-to-

quality service performance characteristics, which will have the great impact on customer

satisfaction and loyalty

,.. Efficient and reliable internal operations, leading to greater market share and satisfied

share holders.

,.. Improved knowledge across the organisation in terms of various tools and techniques for

problem solving, leading to greater job satisfaction for employees.

,.. Reduction in the number of non-valued added operations through systematic elimination,

leading to faster delivery of service.

,.. Reduction in the variability of service performance, leading to more predictable and

consistent level of service.

,.. Transformation of organisational culture from being reactive, to proactive thinking or

mindset.

,.. Improve cross-functional teamwork across the entire organisation.

Success stories of Six Sigma implementation and subsequent improvements in processes can

be found in both academic journals and trade publications. The focus of these publications has

however been on industrial (manufacturing and services) processes. Not much has been

published on implementing Six Sigma in an academic environment. One can then argue that

academia is part of the service industry, it is believed that there are characteristics that are

unique to the academic world: Hence it makes it an interesting application area for the Six

Sigma methodology (Holmes, Jenicke, & Kumar, 2008:453-462).
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The concept of Six Sigma was introduced by Bill Smith in 1986, a senior engineer and

scientist within Motorola's communication Division. He was responding to problems

associated with high warranty claims. The success of the efforts at Motorola was not just

achieving Six Sigma quality level, rather the focus was on reducing defects rates in processes

through the effective utalisation of powerful and practical statistical tools and techniques.

According to Antony (2006:234-248), this approach has led to:

)i;> Improved productivity,

)i;> improved customer satisfaction,

)i;> enhance quality of service, and

)i;> reduce cost of operation or cost of poor quality.

Six Sigma is being implemented successfully in the broad range of services, especially in

those service industries that have traditionally lack quality improvement programs.

Manufacturing companies are taking their Six Sigma experiences and moving them to their

service operations. Caterpillar Corporation was so successful in using Six Sigma for process

improvement in its financial services corporation, that it received a Malcom Baldridge

National Quality Award in the service category for 2003 (Daniels,2004:58-65).

According to Gryna (2002:57), Six Sigma approaches is the collection of managerial and

statistical concept and techniques that focus on reducing variations in processes and

preventing deficiencies in product. Six Sigma applications in the service sector are still limited

although it has been embraced by many big service oriented companies like City Bank, Zurich

Financial Services and others, that are experienced. Furthermore, Juran (2002:3), defines Six

Sigma, as a management strategy, which maximises customer satisfaction, and minimises the

defects that creates customer satisfaction. Hence it is crucial for top management to adopt Six

Sigma because it works most successfully when it is adopted as a managerial philosophy, and

not as a quick fix for a particular problem.
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According to Bremer, Daniels, Gupta, & Me Carthy (2005:331), DMAIC comprise the major

phases of the process improvement project. Each phase consists of the set of tools and

deliverables. Other researchers suggest the well known Plan, Do, Check,

and Act (PDCA) cycle for improvement. Although DMAIC looks different than these

methods, it encompasses both approaches. It also focuses on using data to make decisions and

then verifying those decisions before committing business resource. See figure 3.1 for a

graphic depiction of the Six Sigma methodology.

Integration of
human and process
Issues of process

Data drrven
decisions and
measurement

Management
Leadership
Commument

Statistical thinking and
application of quality tools
techniques

Linking SIX sigma to
bus mess strategies

Impact on bottom-lme
and customer sausfacuon

Figure 3.1 Six Sigma methodology: (Source: adapted from Bremer el al., 2005:331)

3.12.2. ix sigma methodology for service processes

Antony (2006:234-248), defines IX Sigma as a problem solving methodology or process

improvement framework, which makes use of a series of well-defined steps. Each step is a

prerequisite for performing the next. The five DMAIC phase are elaborated upon below:
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The Five DMAIC Phases are:

)i> Define phase: A serious is identified and the team IS given the responsibility and

resources for solving the problem.

)i> Measure phase: Data is gathered and analysed that describes with precision and accuracy:

What is the current, or baseline level of performance of the process that creates the

problem.

)i> Analyse phase: Theories are generated as to what may cause the problem, and by means

of testing the theories, root causes are identified.

)i> Improve phase: Root cause are removed by means of designing and implementing

changes to the process that has been producing the problem.

)i> Control phase: New controls are design and implemented, which prevent the original

problem from returning and which hold the gains made by the improvement.

There are various tools that organisations can use at every stage of the cycle in order to assist

in making a success of their improvement efforts. The following serve as examples of tools

which can be deployed for each of the stages of the DMAIC (Evans & Lindsay 2005:352).

Define: You can use the flowcharts

Measure: Check sheets or Histograms

Analyse: Pareto diagrams and cause and effect diagram.

Control: Control charts.

3.13 INITIATIVES FOR CONTINOUS IMPROVEMENT IN IDGHER EDUCATION

INSTITUTIONS

Dew (2009: Online), believes that many institutions and agencies in higher education accept

that there is a need for quality improvement; but relatively few have embraced the reasoning

behind the term 'continuous quality improvement'. Some institutions are being pushed by

accreditation agencies to focus on big institution wide improvement initiatives, as opposed to

working on continuous improvement across the organisation. The underlying distinction

seems to be between those institutions that understand how the system works, and those that

do not.
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Higher education institutions are complex with multiple subsystems. These subsystems can

have a negative impact on each other if they are not managed properly. A change in the

admissions office work procedure could broadly impact on the efficiency of the entire

institution. For example, problems with food service could drive students away, likewise with

financial aid, could lead to student unrest and impact retention. Policies in the library, or

student accommodation problems can impact student success in academic programs.

It is within this framework that continuous improvement acknowledges the reality that

subsystems co-exist and emphasises the need for all subsystem in the university to identify

their most critical processes and to continuously seek to improve them. This includes every

academic program, academic support service, and every student support service.

(Elsehennaway and Mullens (2002: Online), believes that total quality initiatives in many

organisation requires employees to complete basic training. Training generally includes

quality awareness, teamwork, continuous improvement tools, problem solving and other

issues such as meeting customer's requirements and data interpretation. The authors also

believe that adequate training and on-job training helps improve work processes, and develop

skills required for employees to do their work effectively. It also provides more flexible, high

educated workers and improved work practices.

3.14 UNDERSTANDING ISO 9001:2000

It is important for an organisation to consistently produce products, including services that

meet customer requirements, and as a result it is important to understand what ISO 9000:2001

entails. ISO 9000 specifies requirements for a quality management system, where an

organisation needs to demonstrate its ability to consistently provide products or services that

meet customer and applicable regulatory requirements. It also aims to enhance customer

satisfaction through the effective application of the system, including processes for continual

improvement of the system and the assurance of conformity (Karapetrovic, Rajamani, &

Willborn, 1996:3).
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Pfeifer and Wunderlich, (1997: 228), believe that quality has a high impact on the

competitiveness of any organisation. To adopt total quality management is a big challenge for

everybody. As a result, it is not sufficient to react with traditional methods, but new strategies

have to be implemented. All enterprises and organisations must face the task to analyse and

improve their structure and their business processes. It is within this framework that any

organisation should have an understanding of the quality of an improvement system. A quality

system can be defined as set of interdependent processes that function harmoniously in an

organisation, using various resources, to achieve objectives related to quality. An objective

related to quality is to meet and surpass customer needs and requirements (Karapetrovic et al.,

1996:3).

An efficient quality system aims at flexible and controlled processes, improving cost

competitiveness and a reduction oflead time. Moreover, the design of the system has to meet

the varying needs of an organization and its particular objectives. It has to have a strong

orientation of the personnel who are most important resource, especially at the CPUT.

Similarly, the quality system should strengthen confidence in its performance for potential

customers (Pfeifer & Wunderlich, 1997: 225).

According to Pfeifer and Wunderlich (1997: 225), a quality system has to create the

prerequisite that the balanced needs of all customers are satisfied. The objective is to achieve

the required quality by a quality oriented design of all relevant processes. Furthermore, the

system should be the framework for a continuous improvement of the organisation. The ISO

9000 series of standards supports setting up a structured quality system. This series does not

standardise the system itself, but the requirements it has to meet

Tt is against this background that the application of the ISO standard creates a solid basis for

quality systems. It can become an excellent departing point for continuous improvement

system that considers the needs of the external and internal customers. The customer's

confidence in the performance of quality system increases if it is built on the internationally

established ISO 9000 standard. An effective and efficient quality system has to conform to the
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specific situation and processes of the institution. If departments can incorporate ISO 9000

principles and clauses in their systems and day to day activities, then there is a great chance of

improvement.

An approach based on ISO may serve to provide evidence that an institution has a soundly

grounded approach to the assurance of the quality and standard (Yorke, 1990 cited by Lee,

1997: 163). As a result, the firms that are certified in ISO 9001: 2000 to demonstrate clear

benefits.

3.14.1 Benefits of ISO certification

The following benefits can culminate as a result of ISO certification:

>- To improve business processes and save money: Most companies implementing ISO

9000 certification report increases in business process efficiencies, reductions in waste,

and improved product quality.

>- To qualify for new customers: Many corporations see ISO 9000 certification as an

essential requirement for conducting business with a new vendor.

>- To enter global markets: ISO 9000 standards are required in many countries.

3.14.2 Internal Operations benefits from ISO

Studies, conducted in several North America, Europe and Asian countries, according Lee

(1998: 168), have suggested that ISO 9000 will benefit the internal operations of the certified

firms as follows:

>- Better team spirit,

>- increase efficiency,

>- less staff conflict, and

>- reduce wastage.
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Housing Department, Exams Department, Registration Department, International Office and



Faculty Departments as they are all depending on one another for information. As a pre-

requisite, these departments need to understand the guiding principles of an effective quality

management system and how it relates to quality of service. Furthermore, these principles can

be used by senior management of these departments, as a framework to guide themselves

towards improved performance.

Schilickman (2003:13), firmly believed that the intrinsic value of the standard is its bottom-

line focus on productivity and thus profitability, regardless of how the supplier wishes to state

such objective, for example: Lower customer complaints, increase returns on investment,

lower rejects, and lower product-return rate. Hence, the standard through its continuous

improvement paradigm, stress on customer satisfaction, and heightened awareness of lowered

cost of quality, transparent business quality objectives, and explicit calls for process or

procedural analysis offers a supplier a unique opportunity to improve its competitive

advantage. The standard has integrated the following total quality management principles into

its requirements:

Total Quality Management principles as defined by Foong, (2006: Online) include:

~ Customer Focus: Organisations depend on their customers and therefore should

understand current and future needs, should meet requirements and strive to exceed

expectati 0ns.

~ Leadership: Leadership establishes unity of purpose and direction of the organisation.

Top Management should create and maintain the internal environment in which people can

become fully involved in achieving the organisation's objectives.

~ Involvements of people: People at all levels are the essence of an organisation and their

full involvement enables their abilities to be used for the organisation's benefit.

~ Process approach: A desired results is achieved more efficiently when activities and

related resources are managed as a process.

~ System approach to management: Identifying, understanding and managing interrelated

processes as a system contributes to the organisation's effectiveness and efficiency in

achieving its objectives.
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);> Continual improvement: Continual improvement of the organisation's overall

performance should be the permanent objective of the organisation.

);> Factual approach to decision making: Effective decisions are based on the analysis of

data and information.

);> Mutually beneficiary supplier relationship: An organisation and its suppliers are

interdependent and mutually beneficial relationships enhance the ability of both to create

value.

It is against this background that for any organisation to achieve effectiveness of all of its

operations, it needs to focus all of its energy in making sure that management are totally

committed to the effort of establishing a quality management system that can be maintained in

a cost effective manner. As a result, only a fully responsive quality management system will

include the totality of the eight principles and offer the organisation the maximum return

against these principles. Most importantly, a unified strategic, business and quality policy

signals to all employees that the main purpose of the ISO 9000 certification is to improve the

effectiveness of the operations, not just achieve certification (Schlickman, 2003:14).

3.15 LEADERSHIP AND TOP MANAGEMENT COMMITMENT

According to Spinks & Wells (1995:16), leadership is defined as the 'heart and soul' of an

organisation. What is really managed in an organisation are people to work together as a team

to achieve common goals. Literature on total quality management emphasises the critical role

of leadership in the implementation of the concept (Me Adam & Kelly, 2002: 15). The reasons

are that leaders are seen as an agent of change, in that they are able to affect follower's

behavior and performance.

Furthemore for TQM to be successful requires an increased effort from everyone in the

organisation to satisfy the customers continuously (Me Adam & Kelly 2002: 15). Without

clear and consistent quality leadership, quality cannot hope to succeed. This requires quality

leadership to establish strategic objectives (Feingenbaum, 1991:102). This will help the leader
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to create a suitable environment that is comfortable enough in encouraging the group members

to improve performance productivity.

Top management commitment has been identified as one of the major determinants of

successful TQM implementations. Juran (1974:98), maintains that most of the problems

associated with quality are attributed to management. This indicates that successful quality

management is highly dependent on the level of top management commitment. This requires

that the management commitment to quality must convey the philosophy that quality will

receive a higher priority over cost or schedule, and that in the long run, consistent and superior

quality will lead to improvement in cost and delivery performance (Atkins, 1990 cited by

8aidoun and Zairi, 2003:4). Deming (1986) cited by 8aidoun and Zairi (2003:5), calls for

managers to institute leadership rather that supervision in the transformation process of the

business philosophy.

Management participation and leadership is crucial to build a service quality culture. This

vision and leadership is also important in developing and implementing a total quality

management strategy. Lack of management commitment could lead to service gaps or cause

service gaps to widen. Therefore quality must be a management priority. Frick, (1997:3),

believes that adopting quality in an organisation means a cultural change, and change is

difficult to accomplish without solid, committed leadership. Therefore, leaders need to

manage the change process in order to keep the organisation moving towards its new vision

and its stated objective. As a result, unmanaged change initiatives, can produce unintended,

detrimental effects such as poor morale, lost of trust in management, workplace jealousy and

lower productivity (Pasmore, 1994 cited by Chams, (1994:2).

According to Furash (1994), cited by Frick (1997:3), top management must have three critical

characteristics, namely:

);;> A style of doing business that makes customers feel the organisation is something special.

);;> Management process that is systematic and transferable from institution to institution and

department to department.
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);> Management style that also balances individual and unit freedom, creativity, and incentive

with central control of risk, quality, and efficiency.

True commitment to quality and continuous improvement starts with leadership that promotes

excellence in the organisation. Visionary leadership creates atmosphere that is focused on

customer satisfaction and continuous improvement. They provide the means to achieve

customer and operational performance goals through an emphasis on quality, customer

satisfaction, and continuous improvement. This culminates in involvement being the key issue

in demonstrating the leader's commitment to quality (Elshennaway & Mullens 2002:0nline).

The authors also highlighted the best practice for leadership involvement which includes the

following:

);> Leadership must serve as quality trainers.

);> Participate in weekly or monthly quality audits of finished product including service.

);> Participate in customer service surveys and follow-ups.

);> Hold meetings with teams on regular basis.

);> Form quality council and be active participants.

);> Guide and lead improvement efforts in the organisation.

);> Use continuous improvement as the primary business system for the company.

);> Establish and review performance measure for the organisation and look for ways to

improve.

3.16 EFFECTIVE EMPLOYEE COMMUNICATION

Batemen, Ponce de Leo, & Troutt (1995 :51-60), highlights the role and the importance of

employee communication in any quality improvement principle programme. The authors

further address the need to apply quality improvement principles to the employee

communication process. The authors believe that comprehensive quality enhancement

programmes can benefit from effective employee communication. However, the importance of

quality in the employee communication process itself has, so far not received adequate

attention in the literature. The overall quality improvement principles; often begins with
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employee communication, if the communication process fails to adhere to effective quality

principles; the overall programme will suffer or even compromised. Furthermore, quality

improvement programmes will not succeed if communication is sidelined and not considered

central to its implementation.

The above statement reflects on what is happening currently at the CPUT, because of lack of

communication between the departments that are involved in the registration process has

impacted negatively to the way Student Housing responds to the students in terms of

accommodation and placement. There is no cohesion between the departments as they work in

silos, even though one department depends on another for information. In achieving a shared

vision on how quality is to be interpreted and institutionalised, regular feedback and dialogue

with all levels of employees are necessary. Furthermore, an appropriate deployment of human

resources and allocation of responsibilities are crucial to creating the conditions for achieving

quality service in support services.

According to Drennan (1992:89), many companies treat employee communications as if it

were and 'add-on' to the business, something done 'because it keeps employees informed'.

But communication is not something that is confined to what is said in meetings. One needs to

look at other ways of conveying message like; what front-line managers do and say every day,

what different departments treat as important, and how they deal with each other. Therefore

communication in this context can be seen as a continuous two-way process that influences

both the culture and the health of the business.

Certo, (1992:84), describes communication in its broadest sense as 'the process of sharing

information with other individuals'. The process involves gathering, processing,

dissemination, and storing information. The Demming cycle is one of the quality improvement

principle programmes that have been proposed and have been found to be effective (Bateman

et al., 1995: 51-60). As previously elaborated upon, the Deming cycle consists of repetitive

applications of the sequence- plan, do, study, act, which by its repetitive nature initiates

Kaizen. The plan and study stages emphasises the problem-solving aspects of quality
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improvement principles, while the do, study sequence calls attention to both the importance of

trying something, as well as the monitoring of results.

3.16.1 Four stages of Deming's PDCA Cycle

According to Bateman et.a/. (1995: 51-60), the Deming PDCA Cycle include the following:

)i> Plan: Organizations need to determine where the problem are, by reviewing the current

situation

)i> Do: Testing on small scale is done in order to check whether the changes are solving the

problems that can be done by describing the process.

)i> Check: Check whether the results from the above testing are delivering the desired

improved outcome.

)i> Act: Once the organization is satisfied with the outcome of the testing then it is

implemented on a large scale. Actions are taken to standardize or improve the process

3.17 EMPLOYEE'S EMPOWERMENT

According to Elshennaway & Mullens (2002:0nline), good companies provide ways to

empower employees and teams to make decisions that affect quality and customer satisfaction.

Some companies require employees to participate in teams whose objectives is to improve

service delivery, timelines, and cost in the workstation. Therefore quality leaders emphasized

the need for empowering employees for the success of the organisation. The authors share the

opinion with Evans & Lindsay (2004:279), of using Deming's five of fourteen points as

mentioned below.

Empowerment has been defined in numerous ways but most authors agree that the core

element of empowerment involves giving employees discretion or latitude over certain task

related activities. Most researchers emphasise the need to empower the entire workforce in

order for quality to survive. Juran wrote that "quality control should be delegated to the
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workforce to the maximum extent possible". Deming's five of fourteen points for

management relate directly to the notion of empowerment of Evans and Lindsay (2004: 279).

The five points are as follows:

~ Point 6: Institute training.

~ Point 7: Teach and institute leadership.

~ Point 8: Drive out fear. Create trust. Create climate for innovation.

~ Point 10: Eliminate exhortations for the workforce.

~ Point 13: Encourage education and self improvement for everyone.

These points suggest involving employees more directly in decision making processes, give

them security and confidence to make decisions, and provide them with necessary tools and

training.

Employee empowerment is the key to providing superior customer service in the competitive

higher education industry. The paramount objective of empowerment is to do whatever it

takes to satisfy a customer in a quick-and-efficient manner (Anonymous 4, 2009:0nline).

Detoro and Termere (1992: 178), states that if organisations are serious, they will build

empowerment in its three requisite dimensions. The three dimensions are:

~ Alignment: All employees need to know the organisation's vision, mission, values,

policies, objectives, and methodologies.

~ Capability: Employees must have the ability, skills, and knowledge needed to do their

jobs. They must also have resources needed from the organisation, material, methods, and

machines.

~ Mutual trust: Once the alignment and capability are developed, the organisation is in the

position to unleash the power, creativity, and resourcefulness of the work force. Employees

need to trust management and feel that management trusts them, because mutual trust

completes the picture required to build an empowered work force.

Kuei and Madu (1995: 175) states that education and training needs attention of individual

leaders, and universities. They believe in a multidisciplinary background that individuals
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should develop so that they can work in teams, generate new ideas, find new solutions, and

find new paradigm. In so doing, they will be able to interact with employees and share ideas

that will solicit mutual respect.

Empowerment is a powerful tool that increases revenue and improves the bottom line.

Management must become active in empowering their employees by sharing information,

creating autonomy and establishing self-directed teams. It works only when the exchange of

information includes group and individual feedback. The feedback can come in the mode of

continual employee evaluations or the daily coaching by the management staff. (Lawlet et al.,

1989 cited by Ahmed & Rafiq, 1998:379-396). Feedback is a tool that improves the decision-

making ability of an employee who directly deals with the customer. Moreover, it provides

management with an idea of the more prevalent customer service related problems, which

allows it to empower the staff to make proper customer service decisions

3.17.1 Impact of employee empowerment

The impact of employee's empowerment is graphically depicted below in Figure 3.2 in the

service recovery model.

Responsiveness in service
Frontline Employee recovery effort
Empowerment
Autonomy -.Training

Customer
satisfaction

-:
Employee Job Facet Empathy/Courtesy in
Satisfaction Service Recovery

Effort

Study I Study2
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Figure 3.2 Service recovery model: (Source: Adapted from Hart, Heskett & Sasser 1990: 148-156)

The model is composed of three sections, each reflect a different dimension:

~ Shows components of employee empowerment which is (autonomy and training) that

influence the level of front line employees job facet satisfaction;

~ Outcomes of employee empowerment and job facet will increase responsiveness in the

service recovery effort and empathy, courtesy towards the customer;

~ The consumer's response to the service recovery effort, which results to customer

satisfaction.

Hocutt and Stone (1998: 117-132); suggest that firms providing higher level of service quality

usually generates higher customer satisfaction and loyalty, which in turn generates higher

profits. According to Bitner, Booms, and Mohr 1994:95-106), it is paramount to investigate

factors that influence customer satisfaction when a service encounter fail. The research of the

authors returned that a large percentage (42.9 %) of dissatisfying service encounters were the

result of the front-line service employee's inability to respond to service failure situations.

Spretzer (1995:1442-1465), believe that inadequate response by frontline service employee

could be caused by many factors, one of which is the lack of empowerment.

According to Hart et al., 1990: 148-156), frontline employees are critical to the quality of

service recovery, process because of their interaction with customers. Generally, they are in

the best position to know how to respond with problems that may arise during the service

encounter. As a result, empowering service employees is an essential ingredient in good

service recovery.
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4. CHAPTER 4: DATA COLLECTION DESIGN AND METHODOLOGY

4.1 THE SURVEY ENVIRONMENT

The Residence Administration unit of the Student Housing division of the Cape Peninsula

University of Technology (CPUT) Bellville Campus is comprised of various functional areas,

which collectively contribute towards the provision of a residence administration service to

institutional clients. The Residence Administration unit of the Student Housing division at

CPUT is constituted by various complementary functions which include the following which

will also serve as the research environment:

» Residence Administration.

» International Office Administration.

» Registration Administration.

» Examination Administration.

» Faculty Administration.

» First year Students.

» Senior Students.

The research will mainly focus on business processes affecting the core function of Residence

Administration. In this regard, the research environment is constituted by business processes

within the Residence Administration operational area, as well as the internal customers

servicing and serviced by Residence Administration.

4.2 AlM OF THIS CHAPTER

The aim of this chapter and the survey contained therein is to determine the key factors

affecting the residence administration function with special focus on the business cycle of

selection, admission and placement of students in residences. The ultimate objective is to

solve the research problem as defined in Chapterl, Paragraph 1,3, and which reads as follows:

"Lack of communication between the Registration Department, the Examination Department,

the International Office, the Faculty Department and the Student Housing department of the
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Cape Peninsula University of Technology, adversely impacting on the efficiency of the

Housing Department".

4.3 CHOICE OF SAMPLING METHOD

The choice of sampling method has been influenced by the internal business processes within

the residence administration in the Student Housing division, as well as stakeholders and

customers (within CPUT) servicing and serviced by the residence administration unit in the

Student Housing Department. The various functional areas, were listed under paragraph 4.1.

To ensure that each identifiable strata of the population were taken into account (Collis &

Hussey, 2003), (Easterby-Smith, Thorpe & Lowe, 1996), a representative sample of

respondents were selected from each of the environments identified above.

4.4 THE TARGET POPULATION

With any survey, it is necessary to clearly define the target population, which, Zikmund

(2003), define as follows: "A population is a complete group of entities sharing some common

set of characteristics." Whilst, "Target population is the complete group of specific

population relevant to the research project. "

The 'sampling frame' is defined by Vogt (1993), and cited by Collis and Hussey (2003:155-

160), 'a list or record of the population from which all the sampling units are drawn. For tills

survey, 60 students were randomly selected from students who are first, second, third, and

Btech students residing on-campus and day scholars. Furthermore 40 staff members drawn

from 30 randomly selected staff members from four departments and 10 heads of departments

randomly selected from (CPUT Bel1ville Campus) involved during the registration and

placement period.

The target population was specifically chosen in order to validate the practicality of the

concepts as presented here. The risk of bias, which cannot be statistically eliminated, is
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recognised by the author based on the very definition of the target population as well as the

number of respondents selected.

4.5 DATA COLLECTION

According to Emory and Cooper (1995), three primary types of data collection (survey)

methods can be distinguished namely:

~ Personal interviewing.

~ Telephone interviewing.

~ Electronically mail and self-administered questionnaires/surveys.

~ Observation

The primary data collection method use in this survey is the questionnaires, personal

interviews and observations. The data collection method used in the survey, falls within the

context of a survey described by Collis & Hussey (2003), as: UA sample of subjects being

drawn from apopulation and studied /0 make inferences about the population. "

The questionnaires were designed to gain insight into the attitude and perception of students

and staff on service delivered by Student Housing during registration and placement period.

According to Zikmund (2003), the survey method is generally used when the researcher

wishes to elicit opinions. The objective of the researcher was to measure perceptions

concerning the registration and placement inefficiencies at Bellville Campus of CPUT.

Interviews, according to Collis and Hussey (2003), are associated with both positivist and

phenomenological methodologies. They are a method of collecting data in which selected

participants are asked questions in order to find out what they do, think or feel. The use of

personal interviews as an additional element to the data collection process in the opinion of

the author is important, since this allows for the identification of issues within the target

environment, which may not be readily identifiable using a pure survey questionnaire.
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Furthermore, according Collis and Hussey (2003), interviews are associated with both

positivist and phenomenological methodologies as employed within the ambit of this

dissertation. In this dissertation by using interviews as one of the technique in collecting the

data, the researcher wanted to gain an understanding of the underlying reasons and motivation

for people's attitudes, preferences, and behavior. More specific, the survey conducted in this

dissertation falls within the ambit of the 'descriptive survey' as defined by Ghauri, Grenhaug

and Kristianslund (1995).

The data collection method used fall within the ambit of both the definitions attributed to the

concepts 'survey' and 'field study'. 'Survey', according to Gay and Diebl (1992:238), is an

attempt to collect data from members of a population in order to determine the current status

of that population with respect to one or more variables, while Kerlinger (1986:372), define

'field study' as non-experimental scientific inquiries aimed at discovering the relations and

interactions among ... variables in real ... structures. As in the case of most academic

research, the collection of data forms an important part of the overall dissertation content.

Lastly the researcher also used observation which serves as data collection methodology for

research methods falling within the context of either the positivistic (quantitative) or

phenomenological (qualitative) research paradigm. Collis and Hussey (2003:171-172),

describe that there are two ways in which observation can be conducted, namely, 'non-

participants' and 'participant' observation.

4.6 MEASUREMENT SCALES

The survey was in the form of well-known Likert scale, which was developed by Rensis

Likert (Likert, 1932: 1-55), which use item analysis to select the best items (Remenyi,

Williams, Money & Swarts,2002:284). The respondents were asked to respond to questions or

statements (Parasuraman 1991:410). The reason for choosing the Likert scale, is the fact that

the scale can be used in both respondent-centered (how responses differ between people) and

stimulus-centered (how responses differ between various stimuli) studies, most appropriate to
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glean data in support of the research problem in question (Emory and Cooper 1995: 180-181).

Pamaby (2006: Online), maintain that Likert scale is an effective method for obtaining

consistent survey response. It aIIows participants to provide feedback that is slightly more

expansive than a simple close-ended question, but also much easier to quantify than a

completely open ended response. The advantages in using the popular Likert scale according

to Emory and Cooper (Emory and Cooper 1995: 180-181) are:

~ Easy and quick to construct.

~ Each item meets an empirical test for discriminating ability.

~ The Likert scale is probably more reliable than the Thurston scale, and it provides a

greater volume of data than the Thurston differential scale.

~ The Likert scale is also treated as an interval scale.

According to Remenyi, Money & Twite (1995:224), interval scales facilitate meaningful

statistics when calculating means, standard deviation and Pearson correlation coefficients.

4.7 THE DEMAND FOR A QUALITATIVE RESEARCH STRATEGY

While this author acknowledges that a number of strategies can be applied in similar research

projects, the well-known concepts of objectivity, reliability etcetera, inherited from the

empirical analytical paradigm, is suggested for business research in more or less the traditional

way. Quoting Thorndike & Hagen, these concepts are defined by Emory & Cooper

(1995:156), 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) 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.
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4.8 SURVEY SENSITIVITY

Research conducted in areas of a sensitive nature as in the case of this survey, pose particular

challenges to the researcher. The following guidelines from various academics serve to

illustrate the mitigation process, which can be deployed in an instance where research is

conducted in areas of a sensitive nature: A qualitative investigation of a particularly sensitive

nature conducted by Oskowitz & Meulenberg-Buskens (1997:83), qualified the importance of

handling mission critical issues as identified above when the authors stated: "Thus any type of

qualitative investigation could benefit from the researchers being skilled and prepared, and

the sensitive nature of an investigation into a stigmatizing condition made the need for such

an undertaking even more imperative in the current study ".

The sensitivity of certain issues and issues identified as impacting the research negatively in

the environments being evaluated, not only demand intimate personal involvement, but also

demand the 'personal and practical experience' of the researcher. This view was upheld by

Meulenberg-Buskens (1997), as being imperative to assure quality in qualitative research

being undertaken. Checkland (1989: 152), supports this view, however extends the concept

with the opinion that: "The researcher becomes a participant in the action, and the process of

change itself becomes the subject of research".

4.9 SURVEY DESIGN

Collis & Hussey (2003), is of the opinion that, 'if research is to be conducted in an efficient

manner and make the best of opportunities and resources available, it must be organised.

Furthermore, if it is to provide a coherent and logical route to a reliable outcome, it must be

conducted systematically using appropriate methods to collect and analyse the data. A survey

should be designed in accordance with 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.
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);> Stage four: Review the responses to the pilot.

);> Stage five: Finalise the objectives.

);> Stage six: Write the questionnaire.

);> Stage seven: Re-pilot the questionnaire.

);> 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), frequently

used in business research in the form of attitude surveys. The descriptive survey as defined by

Ghauri, Grenhaug and KristiansIund (1995), has furthermore the characteristics to indicate

how many members of a particular population have a certain characteristic. Particular care was

taken to avoid bias in the formulation of the questions.

The statements within the survey have been designed with the following principles in mind:

);> Avoidance of double-barreled statements.

);> Avoidance of double-negative statements.

);> Avoidance of prestige bias.

);> Avoidance of leading statements.

);> Avoidance of the assumption of prior knowledge.

Statements were then formulated as to allow the same respondents to respond to each of the

three different questionnaires, to determine their perceptions/attitudes and the extent of the

satisfaction of service qual ity rendered by Student Housing Department.

4.10 THE VALIDATION SURVEY QUESTIONS

The author has developed three separate survey questionnaires, which were so designed in

order to understand how students, administrative staff and Head's of Faculty departments

perceive Student Housing service delivery during registration and placement period. Due to

the fact that surveys are highly structured, questions were prepared and piloted to ensure they

reflected a high degree of 'validity' (Easterby-Smith, Thorpe & Lowe 1996).
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4.10.1 Students questionnaire

Question 1: Student Housing Department provides an excellent service. To what extent do

you agree with this statement?

Question 2: Employees at Student Housing always give customers individual attention. To

what extent do you agree with the statement?

Question 3: Student Housing insist in the error- free records. To what extent do you agree

with the following statement?

Question 4: Employees at Student Housing are consistently courteous with customers. To

what extent do you agree with the following statement?

Question 5: First Years and International students are given the first priority during

registration. To what extent do you agree with the following statement?

Question 6: Student housing employees always give instructions to student pnor the

registration period. To what extent do you agree with the following statement?

Question 7: The behaviour of employees in Student Housing will instill confidence to

customers. To what extent do you agree with the following statement?

Question 8: All the employees in Student Housing will have the knowledge to answer

customer's questions. To what extent do you agree with the following statement?

Question 9: Student Housing employees understand the specific needs of their customers. To

what extent do you agree to the following statement?

Question 10: Information provided by Student Housing to assist during registration is clear

and understandable. To what extent do you agree with the following statement?

Question 11: Students are satisfied with the registration process. To what extent do you agree

with the following statement?

SECTION A1

In your opinion, what specific changes, if any, could you suggest to improve the registration

process as the whole? Please answer in the space provided below:
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4.10.2 Staff questionnaire

Question 1: Years you have worked at CPUT.

Question 2: To what extent is management committed towards continuous improvement?

Question 3: Management has created a culture that involves people actively seeking

opportunities for improvement of performance in process and activities. To what extent do

you agree with the following statement?

Question 4: Top management always ensure that quality objectives are communicated

effectively to all staff members. To what extent do you agree with the following statement?

Question 5: Student Housing has flexible policies and procedures that can be easily adapted

to changing customer needs. To what extent do you agree with the following statement?

Question 6: Student Housing employees who are dealing with registration are well trained. To

what extent do you agree with the following statement?

Question 7: Regular meetings are held with Exams, Registration, faculty department's

International office and Student Housing to discuss registration process and procedures. To

what extent do you agree with the following statement?

Question 8: Student Housing hire enough personnel to assist during registration. To what

extent do you agree with the following statement?

Question 9: Student Housing do reviews on a regular basis and corrective actions are

implemented. To what extent do you agree with the following statement?

Question 10: Student Housing facilitates on time delivery when it comes to responding to first

year's application and international students. To what extent do you agree with the following

statement?

Question 11: Student Housing employees involved in registration are motivated to do their

job. To what extent do you agree with the following statement?

Question 12: Student Housing employees understands what quality is all about. To what

extent do you agree with the following statement?

Question 13: Student Housing Department measures their performance on a regular basis. To

what extent do you agree with the following statement?
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Question 14: Student Housing department are consistent when doing their selection for

placement of students.

SECTION A-I

In your opinion, what specific changes, if any, could you suggest to improve the registration

and placement process as the whole? Please answer in the space provided below

4.10.3 Heads of faculty questionnaire

Question 1: Years you have worked at CPUT

Question 2: To what extent is management committed towards continuous improvement?

Question 3: Management has created a culture that involves people actively seeking

opportunities for improvement of performance in process and activities. To what extent do

you agree with the following statement?

Question 4: Top management always ensure that quality objectives are communicated

effectively to all staff members. To what extent do you agree with the following statement?

Question 5: Student Housing employees who are dealing with registration are well trained. To

what extent do you agree with the following statement?

Question 6: Student Housing informed Faculty Departments on time about number of spaces

available for each department for allocation of First Years students. To what extent do you

agree with the following statement?

Question 7: Regular meetings are held with Exams, Registration, faculty department's

International office and Student Housing to discuss registration process and procedures. To

what extent do you agree with the following statement?

Question 8: Faculty Departments always adhere to deadlines of submission of results to Exam

Department. To what extent do you agree with the following statement?

Question 9: Heads of Departments always have their inputs on Registration and Placement of

students. To what extent do you agree with the statement?

Question 10: Delays cfexam results impacts negatively on student's registration and

placement for accommodation of students. To what extent do you agree with the following

statement?
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Question 11: If there is anticipation of delay in results, Faculty Departments will always

inform exams department about the matter. To what extent do you agree with the following

statement?

Question 12: Student Housing employees understands what quality is all about. To what

extent do you agree with the following statement?

Question 13: Student Housing employees involved in registration are motivated to do their

job. To what extent do you agree with the following statement?

Question 14: Student Housing facilitates on time delivery when it comes to responding to first

Year's application, and international students. To what extent do you agree with the following

statement?

Question 15: Student Housing department are consistent when doing their selection for

placement of students.

SECTION Al

In your opinion, what specific changes, if any, could you suggest to improve the registration

process as the whole? Please answer in the space provided below

4.11 CONCLUSION

In this chapter, the 'Residence administration service quality' survey design and methodology

was addressed under the following functional headings:

);> Survey environment.

);> Aim of the chapter.

);> Choice of sampling method.

);> Target population.

);> Data collection.

);> Measurement scales.

);> Demand for a qualitative research strategy.

);> Survey sensitivity.

);> Survey design.
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CHAPTER 5: DATA ANALYSIS AND INTERPRETATION OF RESULTS

5.1 INTRODUCTION

Data analysis is "the process of bringing order, structure and meaning to the mass of collected

data" de Vos (2002: 339). This chapter discusses the results of the data analysis of the survey

conducted within a number of departments in CPUT and in particular the Student Housing

Department. The aim of this study is to determine whether lack of communication between the

Registration Department, Examination Department, International Office, Faculty Departments

and Student Housing Department of CPUT adversely impact on the efficiency of the housing

department. The data obtained from the completed questionnaires will be presented and

analysed by means of various analyses (urn-variate, bi-variate and multivariate) as it comes

applicable.

The data has been analysed by using SAS software. As descriptive statistics, frequency tables

displayed in Paragraph 5.3.2 shows the distributions of biographical variables and statement

responses. As a measure of central tendency, Tables 5.7 to 5.9 show the means and standard

deviation of the statement responses as well. Comparative statistics for comparing information

for the different biographic groups using Chi-square tests, Kruskai Wallis tests for more than

two independent samples and the Wilcoxon Rank-Sum (Mann-Whitney U) tests for two

independent samples are discussed in Paragraph 5.3.4 and the computer printouts are shown in

Annexure C. The reason for using above mentioned statistics is because doubt existed whether

the data was normally distributed and thus non-parametric statistics is used.

5.2 ANALYSIS METHOD

5.2.1 Validation survey results

A descriptive analysis of the survey results returned by the research questionnaire respondents

are reflected below. The responses to the questions obtained through the questionnaires are

.>
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indicated in table format for ease of reference. Each variable is tested to fall within the

boundaries. These boundaries are pre-programmed into the Micro Soft Access data base on

which the data is to be captured. Data accuracy and correctness are ensured by capturing the

data twice and compare the two data sets for differences. If there are any differences it is

corrected by going back to the questionnaire and capture the correct information.

5.2.2 Data format

The data received are hard copies of the questionnaire responses. These questionnaires were

then captured onto a Microsoft Access data base, which were created for this purpose. It was

then imported into SAS-format through the SAS ACCESS module. This information was

analysed by the custodian of this document.

5.2.3 Preliminary analysis

The reliability of the statements in the 3 questionnaires posted to the sample drawn from the

departments at CPUT is tested by using the Cronbach Alpha tests (See Paragraph 5.3.1).

Descriptive statistics were performed on all variables; displaying means, standard deviations,

frequencies, percentages, cumulative frequencies and cumulative percentages. These

descriptive statistics are discussed in Paragraphs 5.3.2 and 5.3.3. (See also computer printout

in Annexure A).

5.2.4 Inferential statistics

The following inferential statistics are performed on the data:

);> Cronbach Alpha test. Cronbach's Alpha is an index of reliability associated with the

variation accounted for by the true score of the "underlying construct". Construct is the

hypothetical variables that are being measured Cooper & Schindler, (2006:216-217). More

specific, Cronbach's alpha measures how well a set of items (or variables) measures a

single uni-dimensional latent construct.
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~ Kruskai Wallis test for interval data with more than 2 independent samples. The Kruskal-

Wallis one-way analysis of variance by ranks is a non-parametric method for testing

equality of population medians among groups. Intuitively, it is identical to a one-way

analysis of variance with the data replaced by their ranks. It is an extension of the Mann-

Whitney U test to 3 or more groups. Since it is a non-parametric method, the Kruskal-

Wallis test does not assume a normal population, unlike the analogous one-way analysis of

variance. However, the test does assume an identically-shaped and scaled distribution for

each group, except for any difference in medians.

~ Mann-Whitney U test or Wilcoxon rank-sum test for ordinal data with two independent

samples. The Mann-Whitney U test (also called the Mann- Whitney- Wilcoxon (MWW),

Wilcoxon rank-sum test, or WiIcoxon-Mann- Whitney test) is a non-parametric test for

assessing whether two samples of observations come from the same distribution. The null

hypothesis is that the two samples are drawn from a single population, and therefore that

their probability distributions are equal. It requires the two samples to be independent, and

the observations to be ordinal or continuous measurements, i.e. one can at least say, of any

two observations, which is the greater. In a less general formulation, the Wilcoxon-Mann-

Whitney two-sample test may be thought of as testing the null hypothesis that the

probability of an observation from one population exceeding an observation from the

second population is 0.05.

~ Chi-square tests for nominal data. The Chi-square (two-sample) tests are probably the

most widely used nonparametric 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 are grouped in two or more nominal categories such as 'yes-no' or cases A, B, C

or D. The technique is used to test for significant differences between the observed

distribution of data among categories and the expected distribution based on the null

hypothesis. It has to be calculated with actual counts rather than percentages (Cooper &

Schindler,2006:499).
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5.2.5 Technical report with graphical displays

A written report with explanations of all variables and their outcome has been compiled. A

Cross analysis of variables where necessary was performed, attaching statistical probabilities

to indicate the magnitude of differences or associations. The comments made by the

respondents are displayed in Annexure A as a printout.

All inferential statistics are discussed in Paragraph 5.3.4.

5.2.6 Assistance to researcher

The conclusions made by the researcher, is validated by the statistical report. Help is given to

interpret the outcome of the data. The final report written by the researcher is to be validated

and checked by a qualified statistician to exclude any misleading interpretations.

5.2.7 Sample

The target population is students currently registered at CPUT and staff from the five

departments as listed previously. The total sample of students consists of 60 respondents, the

total sample of staff members consists of 30 respondents and the total sample of heads of

departments consists of 6 respondents, who responded on the questionnaire. A convenient

sample was drawn due to the fact a high rate of response would be obtained by using this

method. The sample was convenient because it comprised of First years, Second years, Third

years and Btech students. Also, 30 questionnaires were distributed to staff members from five

departments under investigation, and 10 questionnaires were distributed to heads of

departments with 6 being returned.
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5.3 ANALYSIS

It is of importance to note that all three questionnaires for the different respondents reflected

different questions to the respondents and only a few of the questions in the staff and heads of

departments questionnaire corresponded. The items (statements) in the 3 different

questionnaires will be tested for reliability in the following paragraph.

5.3.1 Reliability testing

The reliability test (Cronbach's Alpha Coefficient) was executed on all the items (statements)

which represent the measuring instrument of this survey, with respect to the responses

rendered in this questionnaire. The results are represented in Tables 5.1, 5.2 and 5.3. The

resulting printouts are also displayed in Annexure B.

There were different questionnaires; one to the head of departments, one to the staff of those

departments and one to students. Some of the questions were repeated in the different

questionnaires but they were numbered differently. This may present a problem when the

researcher wish to compare the different samples regarding the similar questions, but with data

manipulation, it can be overcome.

TABLE 5. I: Cronbach's Alpha Coefficients for HOD questionnaire
r--
Statements Variable Correlation Cronbach's

nr. with total Alpha

Coefficient

2. Management is committed towards continuous Q02 0.8430 0.8142

improvement.
-

3. Management has created a culture that involves Q03 -0.0822 0.8547

people actively seeking opportunities, for

improvement of performance in process and

activities.

4. Top management always ensures that quality Q04 1.0000 0.7843

objectives are communicated effectively to all

staff members.
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Statements Variable Correlation Cronbach's

nr. with total Alpha

Coefficient

5. Student housing employees who are dealing with Q05 -0.0822 0.8547

registration are well trained.

6. Student Housing informed Faculty Departments Q06 1.0000 0.7843

on time about number of spaces available for each

department for allocation of first year students.

7. Regular meetings are held with Exams, Q07 0.9707 0.7736

Registration, Faculty departments, International

Office and Student Housing to discuss registration

processes and procedures.

8. Faculty departments always adhere to deadlines Q08

of submission of results to Exam department.

9. Heads of Departments always have their inputs on Q09 0.9707 0.7736

Registration and Placement of students.
-
10. Delays of exam results impacts negatively on QI0 -0.1628 0.8815

student's registration and placement for

accommodation of students.
- - --
II. If there is anticipation of delay in results, Faculty Qll -0.0822 0.8547

Departments will always inform exams

department about the matter.
-
12. Student Housing employees understands what Q12

quality is about.

13. Student Housing employees involved in Q13 0.8430 0.8142

registration are motivated to do their job.
!-
14. Student Housing facilitates on time delivery when Q14 -0.0822 0.8547

it comes to responding to first year's application

and international students.
-- --

IS. Student housing department are consistent when Q15 0.8142 0.7972

doing their selection for placement of students.
lo---
Cronbach's Coefficient Alpha for standardized variables 0.7872
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Due to the fact that different scales were used for the different questions, the Cronbach's

Coefficient Alpha for standardized variables which is equal to 0.7872 is used and proves this

questionnaire to be reliable and consistent, because it is more than the acceptable level ofO.70.

There were questions that change direction in the sense that the one have the most positive

answer on the one left side (lower code value) and the other had the positive answer on the

right side (the higher code value). Thus, although the statements were not negatively phrased

questions, those that had their most positive response on the left side were reversed scored. It

was transformed by subtracting 5 from the value it takes and these questions are indicated

with an "n" on the end.

TABLE 5. 2: Cronbach' s Alpha Coefficients for Staff questionnaire

Statements Variable Correlation Cronbach's

nr. with total Alpha

Coefficient

2. Management is committed towards continuous Q02n 0.4829 0.8982

improvement.

3. Management has created a culture that involves Q03n 0.6082 0.8948

people actively seeking opportunities, for

improvement of performance in process and

activities.

4. Top management always ensures that quality Q04n 0.1691 0.9046

objectives are communicated effectively to all

staff members.

5. Student housing has flexible policies and Q05 -0.0537 0.9182

procedures that can easily be adapted to changing

customer needs.

6. Student Housing employees who are dealing with Q06 0.6238 0.8907

registration are trained well.
I--

7. Regular meetings are held with Exams, Q07 0.5239 0.8950

Registration, Faculty departments, International

Office and Student Housing to discuss registration

processes and procedures.

8. Student Housing hire enough personnel to assist Q08 0.7161 0.8858
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Statements Variable Correlation Cronbach's

nr. with total Alpha

Coefficient

during registration.

9. Student Housing do reviews on a regular basis Q09 0.7696 0.8829

and corrective actions are implemented.

10. Student Housing facilitates on time delivery when QIO 0.6316 0.8903

it comes to responding to first year's applications

and international students.

11. Student Housing employees involved in QI1 0.7605 0.8834

registration are motivated to do their job.

12. Student Housing employees understands what Q12 0.8810 0.8767

quality is about.

13. Student Housing department measures their Q13 0.8266 0.8798

performance on a regular basis.

14. Student housing department are consistent when Q14 0.8717 0.8765

doing their selection for placement of students.

Cronbacb's Coefficient Alpha for standardized variables 0.8928

Due to the fact that different scales were used for the different questions, the Cronbach's

Coefficient Alpha for standardized variables which is equal to 0.8928 is used and proves this

questionnaire to be reliable and consistent because it is more than the acceptable level ofO.70.

TABLE 5. 3: Cronbach's Alpha Coefficients for Student questionnaire

Statements Variable Correlation Cronbach's

nr. with total Alpha

Coefficient

1. Student Housing Department provides an excellent QOl 0.6501 0.8854 I

service.

2. Employees at Student Housing always give Q02 0.6712 0.8834

customers individual attention.

3. Student housing insist in the error-free records. Q03 0.4740 0.8943

4. Employees at Student Housing are consistently Q04 0.6732 0.8837

courteous with customers. I
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Statements Variable Correlation Cronbach's

nr. with total Alpha

Coefficient

5. First year and International students are given the Q05 0.4071 0.8997

first priority during registration.

6. Student Housing employees always give Q06 0.6977 0.8816

instructions to students prior the registration

period.

7. The behaviour of the employees in Student Q07 0.6890 0.8829

Housing will instil confidence to customers.

8. All the employees in Student Housing will have Q08 0.6145 0.8870

the knowledge to answer customer's questions.

9. Student Housing employees understand the Q09 0.6654 0.8836

specific needs of their customers.

10. Information provided by Student Housing to QIO 0.7096 0.8810

sist during registration is clear and understandable.

II. Students are satisfied with Student Housing QII 0.6557 0.8843

service delivery during the registration period.

Cronbach's Coefficient Alpha for raw variables 0.8955

The Cronbach's Coefficient Alpha for raw variables which is equal to 0.8955 is used because

the same scale for the questions was used and proves this questionnaire to be reliable and

consistent because it is more than the acceptable level of 0.70.

5.3.2 Descriptive statistics

Tables 5.4-5.6 show the descriptive statistics for all the information in the questionnaire that

measure a number of quality of service delivery related variables (questions) with the

frequencies in each category and the percentage out of total number of questionnaires. It is so

important to note that the descriptive statistics are based on the total sample. These descriptive

statistics are also shown irl Annexure A. Tables 5.7-5.9 show the descriptive statistics like

mean, standard deviation and range for the continuous variables. Due to the voluminous
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nature of the statistical data presented, Tables 5.4-5.9 will be contained in Annexure D for

ease of reference.

5.3.3 UNI-VARIATE GRAPHS

5.3.3.1 Heads of departments

Years of experience

6-10yrs .11-1Syrs .16-20yrs .Above20

FIGURE 5. 1: Pie with 3D visual effect for years of experience

Sixty percent of the respondents have more than 15 years experience.

Q02

Q04

Q03

Management

.To great extent

gSomewhat

g Very little

0% 100%20% 40% 60% 80%

FIGURE 5. 2: 100% stack bar for Management

The respondents (heads of departments) was of the opinion that:

~ Management is to a great extent (60%) committed towards continuous improvement.
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» Management has to a great extend (40%) created a culture that involves people actively

seeking opportunities, for improvement of performance in processes and activities.

» Top management to a great extent (20%) always ensures that quality objectives are

communicated effectively to all staff members.

Statement regarding Student Housing
1

QIO

Q08

QI3

QOs
• Strongly agree

Q09 .Agree

Q12 eTend to agree

I!!ITend to disagree
Q14

.Disagree

QII • Strongly disagree

Q07

QIS

Q06

0% 20% 40% 60% 80% 100%

FIGURE 5.3: 100% stack bar for Student Housing statements

The following statements were mostly responded to in a positive way:

» Faculty departments always adhere to deadlines of submission of results to exam department

(80% tend to agree to strongly agree).

» Student Housing employees involved in registration are motivated to do their job (75% tend to

agree).

» Student Housing employees who are dealing with registration are well trained (75% tend to

agree).

» Heads of departments always have their inputs on registration and placement of students (60%

tend to agree to strongly agree).
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);> Student Housing employees understands what quality is about (80% tend to agree).

5.3.3.2 Staff

26.

7%

Years of experience

6.7%

6-10yrs .11-1Syrs .16-20yrs .Above20

FIGURE S. 4: Pie with 3D visual effect for years of experience

More than 50% have less than 10 years experience.

.Not at aU

Management

• To great extent

fiilSomewhat

fiilVery little

0% 20% 40% 60% 80% 100%

FIGURE s. 5: 100% stack bar for Management

The respondents (Staff) felt that:

);> Top management, very little or not at all (46.7%) ensures that quality objectives are

communicated effectively to all staff members.

);> Management has very little (60%) created a culture that involves people actively seeking

opportunities, for improvement of performance in processes and activities.
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)0> Management is very little (50%) committed towards continuous improvement.

Statement regarding Student Housing

Q06

Q08

QOS

Q09

Q12

Q14

Q13

QI1

Q07

QIO

0%

_.- ...

••• • Strongly agree

.Agree

~ Tend to agree

~ Tend to disagree

.Disagree

~~~~~~~ ••••••••• Strongly disagree

20% 40% 60% 80% 100%

FIGURE 5. 6: 100% stack bar for Student Housing statements

The following statements were mostly responded to in a negative way:

)0> Student Housing facilitates on time delivery when it comes to responding to first year's and

international students (76.7 tend to disagree to strongly disagree).

)0> Regular meetings are held with Exams, Registration, Faculty departments, International office

and Student Housing to discuss registration processes and procedures (70% tend to disagree to

strongly disagree).

)0> Student Housing employees involved in registration are motivated to do their job (66.7% tend

to disagree to strongly disagree).

)0> Student Housing department measure their performance on a regular basis (66.7% tend to

disagree to strongly disagree).
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);> Student Housing department is consistent when doing their selection for placement of students

(53.3% tend to disagree to strongly disagree).

);> Student Housing employees understands what quality is about (66.7% tend to disagree to

strongly disagree).

);> Student Housing do reviews on a regular basis and corrective actions are implemented.

(56.7% tend to disagree to strongly disagree).

5.3.3.3 Students

Age

12.5% 1.8%

FIGURE 5. 7: Pie with 3D visual effect for years of experience

More than a half of the students are between 21 and 25 years of age and nearly a third are

younger than 20 years.

Gender

58.9%

.1%

I-Male Female 1

FIGURE 5. 8: Pie with 3D visual effect for years of experience

Nearly 60% of the student respondents are female.
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Year of study

14.8%

27.8%

» More than half of the respondents are first and second year students and the more than 40%

are third and fourth year students.

FIGURE 5. 9: Pie with 3D visual effect for years of experience

Statement regarding Student Housing

Q08

Q09

Q04

QIO

Q02

Q07

Q03

Q06

QOS

QI1

QOI

0%

• Strongly agree

.Agree

~ Tend to agree

I!!ITend to disagree

•• ~~~~~~~~~ •••••••• Disagree

•••• ~~~~~!I ••••••••• Strongly disagree- ...

20% 40% 60% 80% 100%

FIGURE 5. 10: 100% stack bar for Student Housing statements
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The following statements were mostly responded to in a negative way:

~ Student Housing Department provides an excellent service (84.9% tend to disagree to strongly

disagree).

~ Students are satisfied with Student Housing service delivery during the registration period

(80% tend to disagree to strongly disagree).

~ First year and International students are given the first priority during registration (64.9% tend

to disagree to strongly disagree).

~ Student housing employees always give instructions to students prior to registration period

(66.7% tend to disagree to strongly disagree).

~ Student housing insist in error-free records (61.7% tend to disagree to strongly disagree).

~ The behaviour of the employees in Student Housing will instil confidence to customers

(66.7% tend to disagree to strongly disagree).

~ Employees at Student Housing always give customers individual attention (65% tend to

disagree to strongly disagree)

5.3.4 Comparative statistic

There were a few questions that were the same posed to the staff and posed to the heads of

departments. Comparisons were made to compare these questions with respect to the

responses from the two groups. Due to the fact that for the two groups the question numbers

for the same questions were not the same, new variables were created from each of the two

questionnaires so that the numbers as well as the question descriptions corresponds in order to

compare the two groups. Table 5.10 shows the description, the old question numbers for the

two groups and the new number allocated.
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TABLE 5. ]0: Allocation of new numbers to questions which are the same for two groups

Description Old Old number New

number beads of number

staff departments

Management is committed towards continuous improvement. Q02 Q02 QOlc

Management has created a culture that involves people Q03 Q03 Q02c

actively seeking opportunities, for improvement of

performance in process and activities.

Top management always ensures that quality objectives are Q04 Q04 Q03c

communicated effectively to all staff members.

Student Housing employees who are dealing with registration Q06 Q05 Q04c

are trained well.

Regular meetings are held with Exams, Registration, Faculty Q07 Q07 Q05c

departments, International Office and Student Housing to

discuss registration processes and procedures.

Student Housing facilitates on time delivery when it comes to QIO Q14 Q06c

responding to first year's applications and international

students.

Student Housing employees involved in registration are Qll Q13 Q07c

motivated to do their job.

Student Housing employees understands what quality is Q12 Ql2 Q08c

about.

Student housing department are consistent when doing their Q14 Q15 Q09c

selection for placement of students.

Comparisons were made between:

);> The heads of departments and the staff,

);> The age groups, the gender groups and year of study for the student questionnaire.

The following tables will only show all the statistically significant associations. However note

must be taken that all the comparisons (significant and not significant) will be attached in

Annexure C.
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Due to a small sample size especially the heads of departments, when doing this comparisons the

chi-square test becomes invalid because of expected frequencies of less than 5 in some of the

cells. To overcome the problem categories were aggregated that means more or less the same. For

instance the categories "Strongly agree"; "Agree" and "Tend to agree" are grouped together as

well as the categories "Strongly disagree", "Disagree" and "Tend to disagree" to form only two

categories "Agree" and "Disagree". Thus the top half and the bottom half of the categories are

aggregated to form only two categories for all the variables, except for the statement using the ''to

what extent answers", which will be aggregated into the following two groups; "To a great extent"

and "Somewhat" in one group and "Very little" and "Not at all" in the other group.

In some instance there were still expected frequencies of less than 5. For those and if the

comparisons are a two by two table the Fisher exact test is used. As back-up the Kruskai Wallis

test for cases where there were more than 2 groups were done and the Man Whitney U test for

cases where there were 2 groups. Table 5.11 shows the statistical significant results.

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 :s 0.05). The p-value is the probability of 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 the probability of a Type 1 error that must be assumed if the null hypothesis is rejected

Cooper & Schindler, (2001 :509).

The p-value is compared to the significance level (a) 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 <a, reject null). If the p value is greater than or equal to the significance level,

the null hypothesis is not rejected (if p value ::::a, don't reject null). Thus with a=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.
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A difference has statistical significance if there is good reason to believe the difference does not

only represent random sampling fluctuations. Results will be regarded as significant if the p-

values are smaller than 0.05, because this value is used as cut-off point in most behavioral science

research.

TABLE 5.11: Mann Whitney U test for statistically significant comparisons for group with respect to statements

Question I Statement S8Dlple Z-value DF P-Value

Size

Comparisons between the 2 groups staff and HOD's

1. Management is committed to continuous 35 -2.0853 1 0.0185*

improvement?

2. Management has created a culture that involves people 35 -1.8632 1 0.0312*

actively seeking opportunities for improvement of

performance in proces es and activities.

* Significant at the 5% level of significance

Statistically significantly more heads of departments indicated that management is committed

some what to a great extent to continuous improvement, and management has some what to a

great extent created a culture that involves people actively seeking opportunities for improvement

of performance in processes and activities than the staff.

To what extent is management committed to
continuous improvement?

HOD
.Not at a11-

very little

.Somewhat-
To a great
extent

taff

0% 20% 40% 60% 80% 100%

FIGURE 5.11: 100% stack bar for group versus Q01c
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Management created a culture that involves people
actively seeking opportunities for improvement of

performance in processes

HOD .Not at alI-
very little

.Somewhat-
To a great
extent

Staff

20% 40% 60% 80% 100%0%

FIGURE 5. 12: 100% stack bar for group versus Q02c

Comparisons of the biographic variables in the student survey did not yield any statistically

significant differences between the groups, except for the age groups which differed with respect

to their answers of some of the statements. These differences are shown in Table 5.12 and all the

comparisons are shown in Annexure C.

TABLE 5.12: Mann Whitney U test for statistically significant comparisons for age groups with respect to
statements

Qundon I Statement Sample Chi-Square DF P-Value

Size value.

Comparison. between the 3 ale groups

1. Employees at Student Housing always give customers 56 12.8138 2 0.0017**

individual attention.

2. Employees at Student Housing are consistently 55 6.2372 2 0.0442*

courteous with customers.

2. The behaviour of employees in Student Housing will 56 6.5061 2 0.0387*

instill confidence to customers.

* Significant at the 5% level of significance

The age group 26 to 35 years agreed statistically significantly more with the statements:

);> "Employees at Student Housing always give customer individual attention than the

younger age groups.
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» "Employees at Student Housing are consistently courteous with customers.

» The behaviour of employees in Student Housing will instil confidence to customers.

Employees at Student Housing always give
customers individual attention.

26-35 years

21-25 Years

16-20Years

60% 80%20% 40% 100%0%

• Tend to disagree - strongly disagree • Tend to agree - strongly agree

FIGURE 5.13: 100% stack bar for age groups versus Q02

Employees at Student Housing are consistently

26-35 years

21-25 Years

16-20Years

20% 40% 60% 80% 100%0%

• Tend to disagree - strongly disagree • Tend to agree - strongly agree

FIGURE 5. 14: 100% stack bar for age groups versus Q04
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The behaviour of employees in Student Housing
will instill confidence to customers.

0% 20% 40% 60% 80% 100%

26-35 years

21-25 Years

16-20Years

• Tend to disagree - strongly disagree • Tend to agree - strongly agree

FIGURE 5.15: 100% stack bar for age groups versus Q02

5.4 FINDINGS AND CONCLUSION FROM THE RESEARCH SURVEY

The following analogies can be drawn from the survey conducted amongst the heads of the five

departments:

);> Management is to a great extent committed towards continuous improvement and has to a

certain extent create a culture that involves people actively seeking opportunities, for

improvement of performance in processes and activities.

);> Quality objectives are communicated effectively to all staff members by top management.

);> There is a strong opinion that faculty departments do not always adhere to deadlines of

submission of results to exam department.

);> Student Housing employees involved in registration are motivated to do their job.

);> Student Housing employees who are dealing with registration are well trained and that they

understand what quality is about.

);> Heads of departments always timeously provide inputs on registration and placement of

students.

The following analogies can be drawn from the survey conducted amongst the staff of the five

departments:

);> Top management does not ensure that quality objectives are communicated effectively to all

staff members. Management create very little culture that involves people actively seeking
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opportunities for improvement of performance in processes and activities, and are very little

committed towards continuous improvement.

~ The Student Housing Department and its employees do not facilitate on time delivery when it

comes to responding to first year and international students. Furthermore, they do not

understand what quality is about, those involved in registration are not motivated to do their

job, are not consistent when doing their selection for placement of students, their performance

are not being measured on a regular basis, they do not do reviews on a regular basis and

corrective actions are not implemented.

~ Regular meetings are not held with Exams, Registration, Faculty departments, International

office and the Student Housing Department to discuss registration processes and procedures.

The following analogies can be drawn from the survey conducted amongst the students:

~ The Student Housing Department do not provide an excellent service.

~ Students are not satisfied with the Student Housing Department service delivery during the

registration period.

~ First year and International students are not given the first priority during registration.

~ Student Housing employees do not always give instructions to students prior to registration

period.

~ Student Housing does not insist in error-free records.

~ The behaviour of the employees in Student Housing will not instil confidence in customers.

~ Employees at Student Housing do not always give customers individual attention.

Heads of departments tend to believe more so than staff that management is committed to

continuous improvement and has created a culture that involves people actively seeking

opportunities for improvement of performance in processes and activities than the staff.

The older students tend to feel more so than the younger students that the employees at Student

Housing always give customers individual attention that they are consistently courteous with

customers, and their behaviour will instil confidence in customers
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6. CHAPTER 6: CONCLUSION

6.1 INTRODUCTION

This chapter reports on the findings from the questionnaire data, and interviews, as well as

observations that were conducted by the researcher. Data returned by the study seems to suggest

that in the survey and comments made by the staff, heads of departments and students through

statistical analysis seems to prove that the respondents are not satisfied with the Student Housing

service delivery during registration and placement period. Also with the comparative statistics,

which show that respondent's perceptions are somewhat different when looking at senior students

and first year student's response. Controversely staff members and heads of departments, also

view the service differently this can be explained by the years of experience as compared to staff

with lesser than five years. As a result, one will look at the research problem, research question,

investigative questions, and objectives and see if the survey findings have been proven to be true

by the study.

6.2 RESEARCH PROBLEM REVISITED

The research problem which has been researched within the ambit of this dissertation, reads as

follows:

"Lack of communication between the Registration Department, the Examination Department, the

International Office, the Faculty Departments, and the Student Housing Department of the Cape

Peninsula University of Technology, adversely impacts on the efficiency of the Housing

Department" .

The Housing Department is the primary service provider, therefore the ultimate service that

Student Housing department delivers to students who have applied for accommodation is

information on whether the student is successful or not on the outcome of the application process.

In order to give reliable, accurate and timeous information, Student Housing as a primary service

97



provider relies on other departments for various inputs, for example Exams Department for senior

student results, Faculty Departments for the outcome of the first year's enrolment and so on.

This various inputs require that all stakeholders that contribute to the successful process of

application and placement should work closely and communicate effectively. Based on the level

of communication, different responses were drawn from the respondents. For example all the

heads of departments strongly disagree on question 6 in Table 5.4 on Student housing informing

them about the availability of spaces for first year's allocation and placement. Whilst 60%,

strongly disagree with respect to question 7 in Table 5.4 that meetings are held with the five

departments involved in registration. However 20% of heads of departments tend to agreed that

meetings are held during this period. On the other hand 70% of staff from the three departments

strongly disagrees because they felt that no meetings are held with them and no discussions on

registration and placement process were made.

From the above one can conclude that communication between housing department and other four

departments who are involved in the registration process is not only lacking but is non existent,

which adversely impacts on the efficiency of Housing Department

6.3 RESEARCH QUESTION REVISITED

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

"How can the Student Housing Department registration and placement process be streamlined to

improve the efficiency of the department?

The Institution as well as Student Housing Department needs to do their registration on line,

because all manual registration are overburden by too much to do. For example at CPUT students

have to go though all the 9 points of registration for enrolment. Whilst on the other hand they still

have to go through the same long process for residence accommodation. These long processes are

discouraging students and place enough barrier to make it unattractive. Hence, it is vital that every

staff member responsible during the registration must be given a right to view all the information
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of student needed for registration. All the staff members need to undergo an intense training to be

able to understand the online system should it be implemented, so that they can be able to utilise it

effectively. Using online registration will help in speeding up the process, and above all it will

save the Student Housing Department as well as Faculty departments time in recapturing the same

data again. Furthermore, it has been proved in the literature review by (June 2002:27), that

Institutions of Higher learning needs to understand their processes and cut on activities that does

not add value.

6.4 INVESTIGATIVE QUESTIONS REVISITED

The research investigative question, which has been researched within the ambit of this

dissertation, reads as follows:

To what extent does the Student Housing Department meet customer's expectations?

All participants were of the opinion that there is no detailed description of the registration process,

and no brochure available that stipulates the procedure one needs to follow. Above all, the

majority of participants felt that the turn around time to finish the whole process is too long, and

the selection process is not fair because it favours certain people. Furthermore, the students who

deserve to be accommodated are the ones who are suffering the most. All of the heads of

departments and 66.3% of staff members and students are of the opinion that the Student Housing

Department is not consistent with their selection criteria. It is evident from the survey findings

that the Student Housing Department service delivery is not met.

How can Student Housing Department ensure that the service delivery to internal and

external customers is of high standard?

It is vital for the Student Housing Department to regular measure the quality performance through

surveys. The outcome of the survey will help them identify the problem areas and be able to

institutes corrective actions. Those corrective actions will be based on facts to make proper
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decisions for improvement program plans. Referring to (Table 5.6 question 9), 54.4% of students

felt that the Student Housing employees do not understand the specific needs of their customers.

As a result, the Student Housing cannot possibly design programs that match customer

expectation that constitutes good service. Therefore, citing from the literature review Foster

(2002:215), believe that high quality service is essential for competitiveness and can even

improve employee satisfaction. As a result, for an organisation to provide high quality service, it

needs profound understanding of the needs, wants, and desires of the customers and an

understanding of who the customer is. Without that knowledge Student Housing Department

cannot deliver service that is of high quality to their customers.

In achieving that they need to institutes the following strategies: Anonymous 2, 2009: Online:

);> Regular ask your customers about your business services.

» Provide feedback forms four your customers to complete.

);> Welcome customer complaints and managed these promptly and positively to avoid loss of

customers and negative word of mouth.

);> Keep a list of customer complaints to identify any patterns and the cause of dissatisfaction.

);> Learn what your competitors are doing to achieve customer satisfaction.

What measures should the Housing Department have in place to ensure that employees are

empowered in dealing with registration problems, and how do they contribute to overall

quality improvement?

Most researchers emphasises the need to empower the entire workforce in order for quality to

survive. Spretzer (1995: 1442-1465), believe that inadequate response by frontline service

employee could be caused by many factors, one of which is the lack of empowerment. Thus

organisations should regularly trained employees especially on issues related to quality. Evans

and Lindsay suggested Deming's five of fourteen points for management relates directly relates to

the notion of empowerment the five points are as follows:

Point 6: Institutes training.

Point 7: Teach and institutes leadership.
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Point 8: Drive out fear. Create trust. Create climate for innovation.

Point 10: Eliminate exhortations for the workforce.

Point 13: Encourage education and self improvement for everyone.

These points suggest involving employees more directly in decision making process, give them

security and confidence to make decisions, and provide them with necessary tools and training.

To what extent does the Housing Department measure its performance in enhancing

customer satisfaction?

The research survey shows that 66 % of staff members from five departments disagreed with the

statement that student housing measures their performance. According to Detoro and Tennere

(1992:56), organisations need to have a framework to guide its efforts to improve customer

satisfaction. The steps that they need to follow are elaborated upon below:

~ Begin with an external assessment on the customer's perception of the product and service. By

so doing, internal work processes impacting customer satisfaction are identified and improved

to remove unwanted variation in performance.

~ Unnecessary work steps are eliminated, and variation is minimised so that consistent, reliable

delivery of service can be achieved.

Kinlaw (1992:30), on the other hand suggested a team based approach and strategies that

organisations can use for improving customer satisfaction. He further maintains that team

development is the grand strategy for the critical events that underlie continuous improvement. It

is through team developments that teams can:

~ Equip themselves for continuous improvement:

);> Include customers as part of their teams, improve their output, and assure that the

satisfaction of their customers is continuously improved; and

);> Include suppliers as part of their teams, improve the input of their suppliers, and assure that

the performance of their suppliers is continuously improved.
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How can Student Housing Department promote effective communication amongst

departments that are involved in the registration and placement process?

The survey findings showed clearly that there is a lack of communication between the five

departments, has impacted negatively to the way Student Housing responds to the students in

terms of accommodation and placement. There is no cohesion between the departments as they

work in silos, even though one department depends on another for information. Therefore, in

achieving a shared vision on how quality is to be interpreted and institutionalised, regular

feedback and dialogue with all levels of employees are necessary. Furthermore, an appropriate

deployment of human resources and allocation of responsibilities are crucial to creating the

conditions for achieving quality service in support services

The literature review suggests the need to apply quality improvement principles to the employee

communication Bateman, Ponce de Leo, & Troutt (1995:51-60). In achieving a shared cognition

on how quality is to·be interpreted and institutionalised, regular feedbacks and dialogues with all

levels of employees are necessary. The authors suggested the Deming's cycle to be used as one of

the quality improvement principles. The Deming cycle consists of the repetitive application of the

sequence plan, do, check, act which by its repetitive nature initiates kaizen. The plan and check

stages emphasises the problem-solving aspects of quality improvement principles, while do, check

sequence call attention to both the importance of trying something, as well as monitoring of

results.

6.5 KEY RESEARCH OBJECTIVES REVISITED

To review the current student housing registration and placement process.

The research survey shows that 66.7% of staff members believed that there are no reviews made

by student housing that is shown in table 5.5 question 9. Therefore to review the current Student

Housing registration and placement, Camp (1995: 15), believes that benchmarking is the integral

part of the planning and ongoing review process to ensure a focus on the external environment,
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and to strengthen the use of factual information in developing plans. As a result, organisation can

use benchmarking to improve performance by understanding the methods and practices required

to achieve world class performance levels.

The following steps by Detoro and Tennere (1992:111), can also be used by the Student Housing

CPUT, since it can be applied in any operations as namely:

~ Define a problem: In the context of the process.

~ Identify and document the process: In understandable terms.

~ Measure performance: In the absence of documented performance standards, remedial

work is needed to quantify how well or poorly the system is performing.

~ Understand why: The lack of data increases the difficulty of understanding why a system is

performing the way it is.

~ Develop and test ideas: Understanding variations and process capability are the preferred

first activities in this step

~ Implement solution and evaluate: Begin by planning and implementing the improvements

identified and verified in step 5.

To determine client satisfaction as it relates to the current student housing registration and

placement system.

The survey returned (refer Table 5.4) that all of respondents were not satisfied with the way

Student Housing Department is handling the registration and placement process, because they felt

that the department is not consistent when doing their selection for placement of students.

On the other hand all the heads of departments (refer Table 5.4), as well as 86.7% of staff

members (refer Table 5.5) strongly disagree when it comes to the time the Student Housing

Department take to respond to students. Whilst 80% (refer Table 5.6 question 11), of students

showed their dissatisfaction, by strongly disagreeing with student housing service delivery during

the registration period.
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To investigate and design an improved student housing registration and placement system

that is efficient, workable, fast and user-friendly.

A ccording to Johnstone (2008:0nline) To be effective, Continuous Process Improvement must

look for improvement in a myriad of areas, including managing people, reducing waste or delays,

understanding and meeting customer needs, and stewarding financial assets. Elements of effective

Continuous Process Improvement programs resonate with Balanced Scorecard principles. Each

approach is best tailored to the needs and culture of the institution. The Student Housing

Department needs to proper plan their activities, monitor performance and put quality control

points where needed. In doing so, problem areas will be easily identified and improvement plan

will be instituted to eliminate the root cause of the problem.

To develop a mechanism to continuously improve the quality of the system.

In order to continuously improve the quality system, the student housing department should

incorporate ISO 9000 standard and principles to its day to day activities, because it creates a solid

basis for quality systems. The literature review revealed incorporating ISO standard can become

an excellent departing point for continuous improvement system that considers the needs of the

external and internal customers. The institution should make the effort aimed at the

implementation of quality concepts and practice throughout the organisation. Focus must be on

aligning the institution around the set of improvement goals.

According to Kinlaw (1992: 13), continouos improvement means undertaking improvement

projects that range from fixing things that fail, to creating new processes, service, and products.

This means solving the customer's immediate problem and preventing the same problem from

happening again. The author suggested five general strategies for improvement. These strategies

exist on a continuum from being reactive to being proactive. Kinlaw (1992: 15) strategies that can

be used to prevent the problems being at the reactive end of the continuum are expanded upon

below:
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Responding to an immediate problem:

);> This strategy includes actions such as correcting errors in a procurement request,

);> taking care of customer complaints, and

);> resolving conflict between team members.

Preventing the occurrence and recurrence of a problem:

);> Focuses on action such as preventing customer dissatisfaction,

);> by inspecting products or service,

);> preventing failure of the machines through maintenance.

Upgrading machines, methods and techniques:

Work processes and their results often can be improved:

);> By replacing machines with new and better ones,

);> automating some or all of a work process,

Experimenting to improve an operation or work process:

);> This strategy for improvement means designing to test the impact of a modification m

sequence, timing, and equipment material.

Creating a new opportunity: This strategy includes the active search:

);> To anticipate the developing needs of a customer,

);> the introduction of product or service to meet these needs,

);> the total elimination of outmoded work process, and

);> breaking out of many limits to inquiry and improvement that typically exist Owen (2002: 16).

6.6 RECOMMENDATIONS

).> In order to improve the quality of service it is imperative that the Student Housing Department

plays a convener role to facilitate better communication and working relationship between

itself and the departments at which it depends on for information. That can be done by

forming a committee that will convene regularly to share information as well as to evaluate

the process as the whole. Each department involved should select a delegate that will serve on

the committee.
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):> All the departments involved must commit themselves by having a service level agreement,

where processes and procedure will be stipulated and timelines agreed upon of information,

service delivery. If one department fails to meet deadlines, disciplinary action should be taken.

):> Satisfaction surveys should be conducted during and after each registration process in order to

measure customer satisfaction, so as to be able to implement corrective measure that will

continuously improve service delivery.

):> Application and selection of senior students must be executed by residence managers, that will

alleviate the pressure from student housing and the process will be more easy and faster.

Student housing will only be dealing with first years and first time applicants. The registration

process will be faster and long queues will be obviated.

):> The application period needs to be adjusted and be conducted earlier in August of each year.

That will give more time for data capturers to capture the required data. The pre selection can

start using the June results for both semester and year student selection. In so doing, students

will be able to know the status of their accommodation before they go home during the

December holidays. Emails as opposed to letters could be sent to confirm the final selection.

):> The Student Housing Department needs to have constant reviews of their processes that can be

done on a monthly basis or quarterly to ensure that the process, and hence the product or

service it produces, continues to meet customer needs.

):> When letters of acceptance for accommodation are sent to students, additional information

needs to be added in the likes of explaining clearly the whole procedure of registration.

Furthermore, all residence rules and regulations must be attached to the letter and information

on what is allowed or not allowed in residences.

):> The information of all resident students should be posted on the Intranet so that faculties can

access the information and track the re idence where the student is staying. This will in

particular be helpful when a student cancels and the residence manager needs to be (informed)

of the cancellation so that a student can be removed from residence.

):> Priority for placement needs to be given to first years as well as international students because

they are not familiar with the environment. That can only be achieved by raising the number

of allocated space for the placement of first years from 30% to 40% percent. Alternatively
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housing managers needs to organise off campus residence that will accommodate senior

students, so as to create more spaces on campus for younger or first year students.

);> When student information is captured by the admissions office, there must be the option

available that captures the information for residence application, so that residence office can

be able to get the information of all first years who have applied. In so doing, there will be no

need for the Housing Department to recapture the same information again as in terms of

current dispensation.

);> OnJine registration would be the best option because it will eliminate most of the problems

encountered during registration period.

6.7 FINAL CONCLUSION

Service delivery is one of the major problems in South Africa as it is evident where communities

around the country are protesting because of government poor service delivery. One cannot

separate what is happening around the country to what is happen in our educational institutions. It

is within this framework that in order to avoid the same issues management need to have the

ability to manage and have proper measures in place, which will guide them in managing their

processes and systems so as to be able to deliver a good quality of service to their customers. One

can therefore conclude that the inefficiencies in the registration and placement process do exist

and have impacted negatively on quality of service delivered by the Student Housing Department.

This results in a negative experience for students, especially first year and international students.

107



BIBLIOGRAPHY

Abouchedid, K. & Nasser, R. 2002. "Assuring quality service in higher: registration and advising

attitudes in a private university in Lebanon:" Quality Assurance in education: 10(4): 198-206.

Ahmed, P.K. & Rafiq, M. 1998. A customer-oriented framework for empowering service

employees: The Journal of service Marketing. Vol. 12(5): 379-396.

Alstete, J.W. 2000. Bemckrnarking in Higher Education: Adapting Best Practise to improve

quality. Association Sponsored Benchmarking: Benchmarking: An International Journal. Vol.

7(3):200-205

Antony, J. 2006. Six Sigma for Service Processes. Business Process Management

Journal,12(2):234-248.

Anonymous I. 2009. What does a customer has to do with enrolment? Available from http//

www.Shorplrp.com. [Accesses 23 May 2009].

Anonymous 2. 2009. Customer Service: Managing a business client service. Available from

http//www.smallbiz.nsw.gov.za. [Accessed: 28 May 2009].

Anonymous 3. 2009. Root Cause Analysis. From Wikipedia, The free encyclopedia ''http:// en.

Wikipedie.orglwiki/Root_cause_analysis" [Accessed: 12 May 2009].

Anonymous 4. 2009 . Employee empowerment key to efficient customer service. Available from

http//www.findarticles.com. [Accessed: 30 May 2009].

Backes, R. & Gunn, M. 1992·.Avoidance of Pain: The registrar's role in enrolment management,

College and University. Vol. 63(3): 183-186.

108

http://www.Shorplrp.com.
http://http//www.smallbiz.nsw.gov.za.
http://http//www.findarticles.com.


Baidoun, S. & Zairi, M. 2003. Understanding the essential of Total Quality Management. A Best

Practice Approach. Vol. 3(3): 1-21.

Banwet, D.K & Datta, B. 2003. A study of the effect of perceived lecture quality on post lecture

intention: Journal of Work Study. Vol. 52(5): 234-243.

Barney, B., Douglas, A. & Douglas, J. 2006. Measuring student satisfaction at a UK University:

Quality Assurance in Education: Vo1.l4(3): 251-267.

Bateman, D.N., Ponce de Leo, lA. & Troutt, M.D. 1995. The interplay between quality

improvement principles and the employee communication process: Benchmarking for Quality

Management Programmes. Vol. 2(4): 51-60).

Bitner, MJ., Booms, B.H. & Mohr, L.A. 1994. Critical service encounters: The employee's view

point. Journal of Marketing. 58 (October): 95-106.

Bossidy, L. 2000. "The job no CEO will delegate," Harvard Business Review, Vol. 79(3): 46-49.

Botha, R. & Singh, S. Residence Administrators coordinating the students placement: Interviewed

15 July 2009.

Bremer, M., Daniels, L,.Gupta, P & Me Carthy, T. 2005. The Six Sigma Black Belt Handbook:

New York. Me Graw-Hill.

Brysland, A. & Curry, A. 2001. Service Improvements in public services using SERVQUAL:

Managing Service Quality. Vol. 11(6) 389-401.

Camp, R.C. 1989. Benchmarking: The Search for Industry Best Practice that lead to Superior

Performance. Milwaukee. W.I ASQC Quality Press.

109



Camp, R.C. 1995. Business process benchmarking: finding and implement best practices.

Wisconsin; ASQC Quality Press.

Caruana, A. 2002. Service loyalty: The effect of service quality and the mediating role of

customer satisfaction: European Journal of Marketing: Vol. 36(7/8): 811-828.

Certo, S.C. 1992. Modern Management: Allyn and Bacon, Boston. MA.

Chams, M.P. 1994. Implementing organizational change. Forum [ HSR&D: Newsletter;

December:2-3.

Checkland, P. 1989. Systems Thinking, Systems Practice. John Wiley & Sons. Chichester. New

York. Brisbane. Toronto.

Collis, 1. & Hussey, R. 2003. Business research: A practical guide for undergraduate and post

graduate students. Palgrave: Macmillan.

Conover, W. 1. (1980). Practical Nonparametrie Statistics (3rd Ed.) John Wiley & Son. New

York.

Cooper, D. R. & Schindler, P. S. 2006. Business Research Methods. Boston: McGraw- Hill.

Cote, J.L & Giese, 1.L. 2000. Defining Customer Satisfaction: Academy of Marketing Science

Review:

Cronin, 1., Brady, M.K.S., & Hult, G.T.M. 2000. Assessing the effects of quality values and

customer satisfaction on consumer behavioral intentions in service environment: Journal of

Retailing. Vol. 76(2): 193-218.

Dabholkar, P.A. & Overby, J.W. 2005. Linking processes and outcome to service quality and

customer satisfaction evaluations. International Journal of Service Industry Management. Vol.

16(1):10-27.

110



Dabholkar, P.A, Thorpe, D.l. & Rentz, lO. 1996. "A measure of service quality for retail stores:

scale development and validation": Journal of Academy of Marketing Science. Vol. 24(1): 3-16.

Daniels, S.E. 2004. "At your Service": Quality Progress. Vol. 37(6):58-65.

Detoro, l.I. & Tennere, AR. 1992. Total Quality Management: Three Steps to Continuous

Improvement. Addison-Wesley. New York.

Dew, J. 2009. Quality in Higher Education: Applying Continuous Quality Improvement in

College, University and Technical Education. Posted 19 January 2009 Archives. Available at

http//www4.asq.org. [Accessed 2/July/2009].

Drennan, D. 1992. Tansforming Company culture: Getting your company from where you are

now to where you want to be. Me Graw-Hill. Europe.

De Vos, AS. 2002. Scientific theory and professional research. in de Vos, AS. Strydom, H.

Fouché, C.S.L. & Delport, C.S.L. (eds) Research at grass roots: for the social sciences and human

service professions. 2nd edition. Pretoria: Van Schaik.

Dobie, K. & Hensley, R.L. 2005. Assessing readiness for six sigma in a service setting: Managing

Service qualify: 15(1) 82-100.

Easterby-Smith, M. Thorpe, R. & Lowe, A (2002) Management Research: An Introduction. Sage

Publications: London.

Elshennaway, AK. & Mullens, A.K. 2002. Quality Improvement in Modula Housing Industry.

Available from http//www.housingconstructability.com. Accessed on [25 June 2009].

Emiliana, M.L. 2005. Using Kaizen to improve graduate business school degree program: Quality

Assurance in Education: 13(1):37-52.

1 11

http://http//www.housingconstructability.com.


Emory, C.W. & Cooper, D.R. (1995) Business Research Method Fifth Edition. Irwin:

Homewood.

Evans, J.R. & Lindsay, W.M. 2005. The Management and Control of Quality: Sixth Edition.

Thomson, South Western.

Feigenbaum, A. 1991. Total Quality Control. 3rd Edition, Mc Graw-Hill, New York.

Foong, L.M. 2006. ISO 9001 :2000 QMS: How to interpret the Eight Quality Management

Principles. [Online]. Available from: http://www.ezinearticles.com/[Accessed 22/03/2009].

Foster, S.T. 2004. Managing Quality: An Integrative Approach. New Jersey: Parson Prentice Hall.

Fredenberger, W.B., Marshall, L.L. & Ware, F.A. 1996. Continuous improvement: a case study in

student relations: Benchmarking for Quality Management & Technology. Vol. 3(3):21-31

Frick, R. A. 1997. Application of Total Quality Management Accounting: The Journal of Bank

Cost and Management Accounting. [Online] Available from http://www.highbeam.com

[Accessed 02/05/2009].

Gay, L. R. & Diebl, P. L. (1992) Research methods for business and management. MacMillan

Publishing Company. New York.

Ghauri, P. Gronhaug, K. & KristiansIund, 1. 1995. Research methods in business studies. Prentice

Hall: New York.

Goetsch, D.L. & Davis, S.B. 2002. Understanding and Implementing ISO 9000:2000. New Jersey.

Prentice Hall.

112

http://www.highbeam.com


Gronhaugh, K. & Arndt, 1. 1980. Consumer dissatisfaction and complaint behavior feedback: A

comparison of public and private delivery systems in Olson, J.C (Ed), Advance in Consumer

Research, Vo1.7 Association for Consumer Research, Ann Arbor, MI, pp:324:328.

Gronroos, C. 1982. Strategic Management and marketing in Service Sector. Marketing Science

Institute, Cambridge, MA.

Gronroos, C. 1990. Service Management and Marketing. Lexington Books, Lexington, MA.

Gryna, F.M. 2001. Quality Planning and Analysis, New York: Me Graw-Hill,

Hart, C., Heskeett, lL, & Sasser, W.E. 1990. The profitable art of service recovery: Havard

Business Review, Vol. 68.pp:148-156.

Hill, M.F. 1995. Managing Service Quality in Higher Education: the role of students as primary

consumers: Quality Assurance in Education. Vol. 3(3) 10-21.

Hitt, M. & Ireland, D. 1986. Relationships among corporate level distinctive competencies,

diversification strategy, corporate strategy, and performance. Journal of Management studies.

Vol.23 pp 401-416.

Hocutt, A.N. & Stone, T.H. 1998. The impact of Employee Empowerment on the quality of

Service Recovery Effort: Journal of Quality Management.Vol. 3(1): 117-132.

Hollander, M. and Wolfe, D. A. (1999). Nonparametrie Statistical Methods (2nd Ed.). John

Wiley. New York.

Holmes, L. 0., Jenicke, L.O & Kulmar, A. 2008. A framework for applying six sigma

improvement methodology in an academic environment. The TQM Journal. Vol. 20(5): 453-462.

Hussey,1. & Hussey, R. (1997) Business Research: A practical guide for undergraduate and post

graduate students. Macmillan Press: Houndmills.

113



Imai, M. 1997. Kaizen, Random House, New York, NY.

Javadin, M. 1998. Core Competence: What does it mean In practice. Long Range

Planning.Vol.31 (1) 60-71.

Johnston, R. 2008. Contino us Process Improvement in Higher Education. [Online] Available

from http//www.scup.org. Accessed [22/05/2009].

Joseph, M., Stone, G. & Yakhou, M. 2005: An educational institution's quest for service quality:

customer perspectives. Quality Assurance in Education 13(1): 66-82.

June, A. 2002. "Six creative ways colleges are cutting cost." The Chronicle of Higher Eduacation,

Vol. 49(15): 27a.

Juran,1. M. 1974. Quality Control handbook, London: Me Graw-Hill.

Juran, J.M. 2002. Implementing Juran's 6-Step Breakthrough Improvement Process and Six

Sigma Tools: The Six Sigma Basic Training Kit. New York: Me Graw-Hill.

Kandampully, J, & Duddy, R. 1999. Competitive advantage through anticipation, innovation, and

relationships: Journal of Management Science. Vol. 37(1): 51-56.

Karapetrovic, S., Rajarnani, D. & Willbom, W. 1996. The University Manafacturing System: ISO

9000 Quality System: International journal of Engineering Education. 13(3): 180-189.

Kempner, D.E. 1995. The Pilot Years: The growth of the NACUBO Benchmarking Project

NACUBO Business Officer. Vol. 27(6): 21-31.

Kerlinger, F. N. 1986. Foundations of behavioural research. CBS College Publishing. New

York.

Kinlaw, D.C. 1992. Continous Improvement and Measurement for Total Quality: A team based

Approach. San Diego: Pfeiffer.

114

http://http//www.scup.org.


Kuei, C. & Madu, C.N. 1995. Strategic Total Quality Management. United States of America.

Greenwood Publishing group.

Lee, T.Y. 1997. The development of ISO certification and the future quality management:

International Journal of Quality and Reliability Management, 15(2): 162-177.

Lehmann, E. L. 1975. NONPARAMETRICS: Statistical Methods Based On Ranks. Holden-

day. New York.

Likert, R.A. 1932. A technique for the measurement of attitudes. Archives of Psychology. No 140,

pp,I-55.

Lim, P.C. & Tang, N.K.H. 2000. "A study of patients' expectations and satisfaction in Singapore

Hospitals", International Journal of Health Care Quality Assurance. Vol. 13(7):290-299.

Longbottom, D. 2000. Benchmarking in the UK: an empirical study of practitioners and

academics, "Benchmarking": An international Journal. Vol. 7(2): 98-117

Mandew, M. 2003. A Guide to Student Services in South Africa. CHET.

McAdam, R. & Kelly, M., 2002. A business excellence approach to generic benchmarking in

SME's. Benchmarking: An international Journal, VoI.9(1): 7-27.

McDaniel, J.R. & Pariseau, S.E. 1997. Assessing service quality in school of business:

International Journal of Quality & Reliability Management. Vol. 14(3):204-218.

Meulenberg-Buskens, r. 1997. Turtles all the way down? - On a quest for quality in qualitative

research. South African Journal of Psychology. Vol. 27, No.2, June.

McHugh, P. Merli, G. & Wheeler, W.A. 1995. Beyond Business Process Reengineering: Towards

the Holonic Enterprise. New York. John Wiley & Sons.

115



Meneses, G.Z. Palacio, A.B. & Perez, PJ. 2002. The configuration of university image and its

relationship with the satisfaction of students: Journal of Educational Administration. Vol.

40(5):486-505.

Nhangwini, S. Residence Manager at Nelson Mandela Metropolitan University: Interviewed on

the 17August 2009.

Nunnally, lC. (1978). Psychometric theory (2nd ed.). New York. McGraw-Hill.

Oliver, R.L. 1981. Measurement and evaluation of satisfaction process in retail settings: Journal

of Retailing. Vol. 57 pp 25-48.

Oskowitz, B. & Meulenberg-Buskens, 1. 1997. Preparing researchersfor qualitative investigation

of a particularly sensitive nature: Reflections from the field. South African Journal of Psychology.

Vol. 27, No.2, June.

Owen, J. 2002: Making quality sense: A guide to quality, tools and techniques, awards and the

thinking behind them. Published by the Learning and Skills Development Agency. AvaiJable from

www.LSDA.org.uk. [Accessed on 20/June/2009).

Parnaby, P. 2006. Evaluation through survey. Available from http//www.idea.org. Accessed

[18/June/2009].

Parasuraman, A., Ziethamal, V.S, & Berry, L. 1988. "SERVQUAL": A multiple item scale for

measuring consumer perceptions of service quality: Journal of Retailing. Vol. 64(1): 12-36.

Parasuraman, A. 1991. Market Research. 2nd Edition, Eddision- Wesley.

Pfeiffer, T. & Wunderlich, M. 1997. Establishing quality system in research institutes: a progress

report: The TQM Magazine. Vol. 9(3): 221-227.

116

http://www.LSDA.org.uk.
http://http//www.idea.org.


Pyzdek, T. 1995. The Handbook for Quality Management. [Online]. Available from:

http://www.gualityamerica.com/. [Accessed 25/05/2009]. Chapter 5.

Quelsch, J.A. & Ash, S.B. 1981."Consumer satisfaction with professional services," in Donnelly,

lH & Goerge, W.R. (Eds), Marketing of services: American Marketing Association, Chicago, IL,

pp 82-85.

Raisman, N. 2001. What does Customer Service Have to do with Enrolment: [Online]. Available

from: http//www.shoplpr.com. [Accessed 31/05/2009].

Remenyi, D. Money, A. Twite, A. 1995. Effective Measurement & Management of IT Costs &

Benefits. Butterworth-Heinemann Ltd. Linacre House, Jordan Hill, Oxford. 0X2 8DP.

Remenyi, D. Williams, B. Money, A. & Swartz, E. 2002. Doing research in business and

management. Sage: London

Rentz, A.L. & Saddlemire, G.L. 1988. Student Affairs Functions in Higher Education.

Spring.Field.lllinios.USA.

Saunders, M. N. K. Lewis, P. & Thornhill, A. 2001. Research methods for business students.

Edinburgh Gate: Pearson Education.

Schlickman, J. 2003. ISO 9001 :2000: Quality Management System Design. Boston: London.

Schindler, D.R. & Cooper, P.S. 2001/2003. Business Research Methods. Seventh/Eight Edition.

New York, NY. McGraw-HilI.

Shahanan, P. & Gerber, R. 2004. Quality in University Student administration: Stakeholder

conception: Quality Assurance in Education. 12(4): 166-177.

Sharma, B. & Gadenne, D. 2002. An inter-industry comparison of quality management practices

and performance: Managing Service Quality: Vol. 12(6):394-404.

117

http://www.gualityamerica.com/.
http://http//www.shoplpr.com.


Spinks, N. & Wells, B. 1995. Quality Communication a key to quality Leadership. Training for

Quality. 3(2):14-19.

Spretzer, G.M. 1995. Psychological Empowerment in the workplace; Dimensions, measurement

and validation. Academy of Management Journal. Vol. 38 ppI442-1465.

Tsatsane, T. Residence Manager at the University of the Western Cape: Interviewed 28 July 2009

Yin, R.K. 2003. Case Study Research: Design and Methods. 3rd ed. Sage: Thousand

Vogt, W. P. (1993) Dictionary of statistics and methodology. Newbury Park: Sage

Waszink, A., Wijngaard, J. & Zhang, Z., 2000. An instrument for measuring TQM

implementation for Chinese manufacturing companies: International Journal of Quality and

Reliability. Vol. 17(7): 730-755.

Zikmund, W.G. 2003. Business Research Methods. ih Edition. Toronto: Dryden Press.

Zimmerman, W.J. 1991. "Kaizen the search for quality" The Journal of continuing Higher

Education, VoI.39(3):7-1 O.

118



Annexure A :
Descriptive statistics for each variableHOD

Cumulative Cumulative
Q01 Frequency Percent Frequency Percent

fffffffffffffffffffjfffffffffffffffffffffffffjfffffffffffffffffff
6-10 yrs 1 20.00 1 20.00
11-15 yrs 1 20.00 2 40.00
16-20 yrs 2 40.00 4 80.00
Above 20 yrs 1 20.00 5 100.00

chi -Square Test
for Equal Proportions
Jf fff j If JfHfJf Jf fHf
cl" -Square 0.6000
OF 3
Pr > ChiSq 0.8964

WARNING: The table cells have expected counts 1ess
than 5. Chi -Square may not be a vali d test.

Sample Size - 5

Cumul at ive Cumul at ive
Q02 Frequency Percent Frequency Percent

ffffffffffffffffffffffjfffffffffffffffffffffffffjfffffffffffffffffff
TO great extent j 60.00 j 60.00
Some what 1 20.00 4 80.00
very 'li t t Ie 1 20.00 5 100.00

chi -Square Test

j'fffIf'1j}fnmH}'fff
ch,-square 1."b000
OF 2
Pr > ChiSq 0.4493

WARNING: The table cells have expected counts 1ess
than 5. Chi-Square may not be a valid test.

Sample Size = 5

Cumul at ive Cumul ative
q03 Frequency Pereent Frequenc)' Percent

f sss: fssss ffl ff ssfff ns fffffff sss: ssssssssssnss: sstss: ff sstssn f fff
To great extent 2 40.00 2 40.00
Some what 2 40.00 4 80.00
Very little 1 20.00 5 100.00

Chi -Square Test

Hfffffj}ffmm}fn
ch, -Square 0.4000
OF 2
Pr> ChiSq 0.8187

WARNING: The table cells have expected counts 1ess
than 5. Chi -Square may not be a vali d test.

Sample Size - 5

Cumulative Cumulative

Jf JJIffJfJJJmIHf 'l'i'jj'j'jf{cf Jf Hf ftmn f ffJ f 'l'i'jf'j'Jf{crHJHJmfffh
To great extent 20.00 iO.OO
Some what 2 40.00 3 60.00
Very little 2 40.00 5 100.00

chi -Square Test

f'ftffffj}ff'iffif}}nJ
ch,-square 0.4000
OF 2
Pr > ChiSq 0.8187

WARNING: The table cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample Size - 5

Cumulative Cumulative
QOS Frequency Percent Frequency Percent

HfIf Ifff If JJf ffbfJ fIffIjf Jf {ffHfffWUf utsHffjm {ffJJJHJWUfJ
Tend to disagree 1 20.00 2 40.00
Tend to agree 3 60.00 5 100.00

Chi -Square Test
for Equal Proportions
fffWIffffHffffffff
ch, -Square 1.6000
OF 2
Pr > ChiSq 0.4493

WARNING: The table cells have expected counts 1ess
than 5. Chi-Square may not be a valid test.

Sample Size - 5

Cumulative Cumulative
q06 Frequency Percent Frequency Percent

ffffffffffffffffffffffffjfffffffffffffffffffffffffjffffffffffffffffOfff
Strong'y di sagree j 60.00 j 60. 0
Disagree 1 20.00 4 80.00
Tend to di sagree 1 20.00 5 100. 00

Chi -Square Test

ifffHnMimmfff
ch,-square 1. "b000
OF 2
Pr > ChiSq 0.4493

WARNING: The table cells have expected counts 1ess
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than 5. chi -Square may not be a vali d test.
Sample Size = 5

Cumulative Cumulative
q07 Fre'juency Percent Frequency PercentfHfffIf fHfns If If ffHf HfHfIfHfffHff If IfHfJrHfHffHffIf If fHfo 1 lO.OO 1 20.00

Strongly disagree 2 40.00 3 60.00
Tend to disagree 1 20.00 4 80.00
Tend to agree 1 20.00 5 100.00

Chi -Square Test
for Egua1 Propo r t i ons
ffHfrfffHfIfIfIfIff
Chi-Square 0.6000
OF 3
Pr> chiSq 0.8964

WARNING: The table cells have expected counts less
than 5. Chi -Square may not be a val i d test.

Sample Size - 5

Cumulative Cumulative
Q08 Frequency Percent Frequency Percent

IfHffIffIffHfIfIfIffffrfHfIffffIffffffffffffffJrHfIfIffffIfffIfHf
Tend to disagree 1 lO.OO 1 lO.OO
Tend to agree 1 20.00 2 40.00
Agreed 1 20.00 3 60.00
Strongly agree 2 40.00 5 100.00

Chi -Square Test

HffH'ilhnmmm
Chi -square 0.6000
OF 3
Pr > ChiSq 0.8964

WARNING: The table cells have expected counts less
than 5. Chi -Square may not be a val i d test.

Sample Size - 5

Cumulative Cumulative
Q09 Fre'juency Percent Fre'juency PercentsssIf Jf Hf m If Hf tssHf HfHf IfHf fHf f f If If If If fHff IfHfHf fIf fff

strongly di s aqr'ee 1 lO.M 1 LO.OO
Disagree 1 20.00 2 40.00
Tend to agree 1 20.00 3 60.00
Agreed 1 20.00 4 80.00
Strongly agree 1 20.00 5 100.00

Chi -square Test

iftffm}ffffiJ'H1'm
Ch, -square O.0000
OF 4
Pr > Chi Sq 1.0000

WARNING: The table cells have expected counts less
than 5. Chi -souare may not be a vali d te s t .

Sample Size - 5

Cumulative Cumulative
q10 Frequency Percent Frequency Percent

IIffI I ftHIfI If I bH ffHfJ f f f{I Iff ti fWUi I I i Iffifr fff{fff Iifff~b~Uif
Tend to agree 1 20.00 2 40.00
Strongly agree 3 60.00 5 100.00

Chi -Square Test

HMm}IfffifHl'lff
Ch, -square 1.GOOO
OF 2
Pr > ChiSq 0.4493

WARNING: The table cell s have expected counts 1ess
than 5. Chi -scuare may not be a vali d test.

Sample Size - 5

Cumulative Cumulative
Qll Frequency Percent Frequency Percent

if sstfIff II Issn bHII ftIJIH{I I ftHfWUi i IftJf if JHf{i i IftfffW Uif
Disagree 2 40.00 3 60.00
Tend to disagree 1 20.00 4 80.00
Agreed 1 20.00 S 100.00

Chi-Square Test
for Equal Proportions
ifmr i if Hfif I tsns:
Ch, -square 0.6000
OF 3
Pr > ChiSq 0.8964

WARNING: The table cells have expected counts less
than S. Chi -scuare may not be a vali d test.

Sample Size - S

Cumulative Cumulative
Q12 Fre'juency Pe reent Frequency Percent

iIfffffffffffffibffffffi fff{ffIffffWUiifffffffJIff{fffIffffWMIf
StrQngly disagree 1 20.00 2 40.00
Tend to agree 3 60. 00 S 100. 00

Chi -squar e Test

ffMmMffff{rHm
eh, -Square . bOOO
OF 2
Pr > ChiSq 0.4493

WARNING: The table cells have expected counts less
than S. chi -Square may not be a val i d test.
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Sample size = 5

Cumulative Cumulative
q13 Frequency Percent Frequency Percent

ffffffffffffffjftfffffffrfff{fffffffWMfffffffffrfff{ffffffffWMff
Tend to disagree 1 20.00 2 40.00
Tend to agree 3 60.00 5 100.00

chi -Square Test
for Equal proportions
f f fW Hf HfHHf fHf
chi -Square 1. 6000
OF 2
Pr > ChiSq 0.4493

WARNING: The table cells have expected counts 1ess
than S. Chi -Square may not be a val i d test.

sample Size = 5

Cumulative Cumulative
Q14 Frequency Percent Frequency Pe reent

Mmmf ffffff f f sstssss: f f f{ff fffff WUfffffffff j fff {f ff f fff fWUff
Tend to disagree 2 40.00 3 60.00
Tend to agree 2 40.00 5 100.00

Chi -Square Test
for Equa1 proport; ons
Jf ftJjHHf HHf HHf
ch,-square 0.4000
OF 2
Pr > Chi Sq 0.8187

WARNING: The table cells have expected counts less
than S. chi -Square may not be a val i d test.

Samp1 e Si ze - 5

Cumulative Cumulative
q15 Frequency Percent Frequency Percent

HfHf{ft ft Hf Jf fft ft fft rf Hf f f ft ft f fffHf fHf ft ft rfHf H ft ft Hf f ft tss
Strong y disagree 1 20.00 1 20.00
Tend to di sagree 4 80.00 5 100.00

Chi -Square Test

nMmMmlfH'fff
ch, -square 1.11000
OF 1
Pr > ChiSq 0.1797

WARNING: The table cells have expected counts less
than S. Chi-Square may not be a valid test.

Sample Size - 5

Comments as made by HOD'S
Obs
1 The policy and procedure guidelines should be strictly adhered to with no waivers/alleviations. Monitoring of the foregoing

must be
And where there are deviations strict measures be implemented. Even if it includes disciplinary hearings.

2 Make residence available during vacation for research students and for students in cases where the Department requires
students to

place list of students in residence on the Internet for Dept. to see
Di pl oma subjects: MPE010/PIB101S and MEl030/ELC300S and MEl020/ELC200S are offered i n the eveni ng onl y. These subj ects should

be co
3
4 The Housing department has considered our students a priority for accommodation in 2008 as we moved from Cape Town campus to

Belville
In 2009 we have had a few students coming from other provinces in South Africa and they were not accommodated in the

resi dences as
Perhaps with the increase in student numbers, the institution will need to look at the increasing number of residences in the

future
5 There should be more consul tation wi th the academi cdepartments regardi ng students academi c performances. Because students

manipulate
Special care must be taken in placing students where they share rooms. It is preferable to let students who are registered for

the
Applicants must be given placing only after acceptance by the academic department. Applicants must be informed very soon after

that.
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STAFF
cumulative cumulative

Q01 Frequency Percent Frequency Percent
fffffffffffffffffff1fffffffffffffffffffffffff1fffffffffffffffffff
O-~ yrs 11 3O.b7 11 jb.67
6-10 yrs 6 20.00 17 56.67
11-15 yrs 8 26.67 25 83.33
16-20 yrs 3 10.00 28 93.33
Above 20 yrs 2 6.67 30 100.00

chi -Square Test

niflffi}ffmm}?ff
Chl-square !I.OOOO
OF 4
Pr > chiSq 0.0611

Sample Size = 30

Cumulative Cumulative
Q02 Freguency Percent Freguency Percent

ffffffffffffffffffffff1fffffffffffffffffffffffff1fffffffffffffffffff
To great extent L 6.67 L 6. 6r
Some what 13 43.33 15 50.00
very little 15 50.00 30 100.00

Chi -Square Test

niflffj}ffffmnm
ch, -Square !I.!l000
OF 2
Pr > ChiSq 0.0074

Sample Size - 30

Cumulative Cumulative
Q03 Frequency Percent Frequency Percent

HffU U U fHfU U U ff1ffJfHfU U Jf Hf U ffHfff1Hf fff U U U U Jf fU
To great extent 3 10.00 j 10.00
Some what 9 30.00 12 40.00
Very little 18 60.00 30 100.00

Chi -Square Test

if!flffi}fffmmm
Chl-Square 11. 4000
OF 2
Pr > ChiSq 0.0033

Sample Size - 30

Cumulative Cumulative
q04 Frequency Percent Frequency Percent

HffU ffU HfU Hf Jf ss: fU U U U Hf fHfJf Jf U fsst U HfHf U U Jf Jf f Jf
TO great extent 1 j. jj 1 j. jj
Some what 15 50.00 16 53.33
Very little 12 40.00 28 93.33
NOt at all 2 6.67 30 100.00

Chi-Square Test

f~ffmi}ffmm}m
Ch,-square l!1.!l6b7
OF 3
Pr > ChiSq 0.0002

Sample Size - 30

Cumulative Cumulative
q05 Freguency Percent Freguency Percent

fIffffffffIfffffbfffffffJfff{fffffff{b~WfHfUU1fff!JfIfUUWMU
Strongly disagree 3 10.00 6 20.00
Di sagree 4 13.33 10 33.33
Tend to disagree 4 13.33 14 46.67
Tend to agree 13 43.33 27 90.00
Agreed 3 10.00 30 100.00

chi -square Test

if!fIffiMmmi'f'n
ch,-Square 15.6000
OF 5
Pr > ChiSq 0.0081

Sample Size - 30

Cumulative Cumulative
q06 Frequency Percent Freguency PercentfJf ffft fIffWf fbfHf Jf f1Jf f{fIHf Jf {bJMffIU If IJ1Hf{f ff fUUWMJf

Strongly disagree 2 6.67 5 16.67
Disagree 2 6.67 7 23.33
Tend to disagree 3 10.00 10 33.33
Tend to agree 7 23.33 17 56.67
Agreed 10 33.33 27 90.00
Strongly agree 3 10.00 30 100.00

Chi -Square Test

f'fffff'if}fffffffHm
Chl-square 12. !ljjj
OF 6
Pr > ChiSq 0.0441

WARNING: The table ce 11 s have expected counts 1ess
than 5. Chi -Square may not be a vali d test.

Sample Size - 30

Cumulative Cumulative

ffffffffffffffnifffff.fmff!Jffffff{i~lïifffffImfff!Jfffffff{mïif
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Strongl y di sagree
Di sagree
Tend to di sagree
Tend to agree
Agreed

2
9

10
5
1

6.67
30.00
33.33
16.67
3.33

5
14
24
29
30

16.67
46.67
80.00
96.67

100.00

Chi -Square Test
for Equal Proportions
Hft ft I Jf ft Ifff tss us
chi -Square 14.0000
OF 5
Pr > ChiSq 0.0156

Sample Size - 30

Cumulative Cumulative
g08 Frequency Percent Frequency Percent

ft sssssssssss» If tss: ft II ssssu sssn Isss:IHfI ftffJ IfHI IfIfI sss« If Ifo ) 10.00 ) 10.00
Strongly disagree 2 6.67 5 16.67
Disagree 4 13.33 9 30.00
Tend to di sagree 8 26.67 17 56.67
Tend to agree 5 16.67 22 73.33
Agreed 6 20.00 28 93.33
Strongly agree 2 6.67 30 100.00

Chi -Square Test

f'fMmllfffmnm
ch,-square li.1l6li),
OF 6
Pr > ChiSq 0.3334

WARNING: The table cell s have expected counts 1ess
than 5. Chi -Square may not be a val i d test.

Sample Size - 30

Cumulative Cumulative
g09 Frequency Percent Frequency Percent

I Ifff fff If If IfHf If fff ns If HIfI fff I If If If If If Ifff1If IffIf IIf fff fff ffto ) 10.00 ) 10.ob
Strongly disagree 2 6.67 5 16.67
Disagree 9 30.00 14 46.67
Tend to di sagree 6 20.00 20 66.67
Tend to agree 5 16.67 25 83.33
Agreed 3 10.00 28 93.33
Strongly agree 2 6.67 30 100.00

Chi -Square Test

f'ffIlfÏj}Immnm
ch, -Square lj.2bbO
OF 6
Pr> ChiSq 0.1626

WARNING: The table cell s have expected counts 1ess
than 5. Chi-Square may not be a valid test.

Sample Size - 30

Cumulative Cumulative
q10 Frequency Percent Frequency Percent

IIIIfIffffffffJfblffffffJfff{ffftfffI!~WfffffffIJfff{fIflIffff!~WI
Strongly disagree 5 16.67 6 20.00
Disagree 12 40.00 18 60.00
Tend to di sagree 6 20.00 24 80.00
Tend to agree 3 10.00 27 90.00
Agreed 1 3.33 28 93.33
Strongl y agree 2 6.67 30 100.00

chi -Square Test

tffIÏmMffff{rHm
ch, -Square 2. ))))
OF 6
Pr> ChiSq 0.0016

WARNING: The table cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample Size - 30

Cumulative Cumulative
qll Frequency Percent Frequency Percent

IfflffflffflffJlbffffffflfJf{JfffffII{~WIfffllffJffI{Iffffffff{~WI
Strongly disagree 4 13.33 5 16.67
Disagree 11 36.67 16 53.33
Tend to di sagree 5 16.67 21 70.00
Tend to agree 4 13.33 25 83.33
Agreed 4 13.33 29 96.67
Strongly agree 1 3.33 30 100.00

Chi -Square Test

fftIÏmMffJ{om'fff
ch, -Square ). )')))
OF 6
Pr > ChiSq 0.0153

WARNING: The table cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample Size - 30

Cumulative Cumulative
Q12 Frequency Percent Frequency Pe reent

fflfflfffilIfIfI6fffflff1ffI{filIffff!~WffffffIfIIfI{IfIlIffff!~HIf
Strongly disagree 3 10.00 4 13.33
Disagree 8 26.67 12 40.00
Tend to disagree 9 30.00 21 70.00
Tend to agree 3 10.00 24 80.00
Agreed 4 13.33 28 93.33
Strongly agree 2 6.67 30 100.00
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chi -Square Test

miffffMm'Jm'fff
ein-Square 12.lj)))
OF 6
Pr > ChiSq 0.0441

WARNING:The table cells have expected counts less
than 5. chi -Square may not be a val i d test.

Sample Size ~ 30

Cumulative Cumulative
q13 Frequency Percent Frequency Percentssssss tss: tss: j ibiii ssns iii{ii iiiiii{~Wiiiiiiii1 iii{iii iiiiii{~Wi

Strongly disagree 4 13.33 5 16.67
Disagree 10 33.33 15 50.00
Tend to disagree 6 20.00 21 70.00
Tend to agree 5 16.67 26 86.67
Agreed 3 10.00 29 96.67
Strongly agree 1 3.33 30 100.00

chi -Square Test

f'ftlff'if}Ifmm}'fn
ch, -square 15. S1;1;7
OF 6
Pr > ChiSq 0.0312

WARNING:The table cells have expected counts less
than 5. Chi -Square may not be a vali d test.

Sample Size ~ 30

cumulative Cumulative
q14 Frequency Percent Frequency Percent

I I I I I I I i I I I I I Ijl blI i I I I I1i I I {I i I I I i i I{~HI i I I I I I I I1I I I {I I I I I I I I IEHf I
strongl y di sagree
Di sagree
Tend to di sagree
Tend to agree
Agreed
Strongly agree

13.33
33.33
16.67
13.33
10.00
10.00

5
15
20
24
27
30

16.67
50.00
66.67
80.00
90.00

100.00

4
10
5
4
3
3

chi -Square Test

i'ftiff'if}ImmHm
ch, -Square 11. 01;1;7
OF 6
Pr > ch isq 0.0863

WARNING:The table cells have expected counts less
than 5. Chi-Square may not be a valid test.

Sample Size. 30

Comments as made by staff
Obs

5 I suggest that every resident coordinator do their own selection, get more involved in the process and get training and equip
them

And cut the long lines at the office.
6 Involving res. coordinators, they should have access to information and process their own re-admission forms and submit to

central
7 Meeti ngs need to take place be tween different departments, to di scuss eve rybody' 5 processes.
8 Housing department need to have meeting after registration and reflect on how the process has been done. And order to correct

the p
Because they don't measure their performance by doing surveys, they wait for another problem to happen, and that is why

problems with
9 Need for more accommodation as the university is expanding.

Feedback before ti me so those who app 1i ed can have al ternati ves.
10 I have never seen housing do a survey to measure their service they render to students and customers. Surveys are needed to

improve
11 Since the merger lots of things has changed a lot and I don't think people are motivated enough to do whatever, so management

is fa
12 Meeting with the departments mentioned need to take place.

Because these departments were supposed to share information and work together as a team to be able to do their jobs better
and un
13 Departments need to do surveys so that they can know which areas need improvement.
14 There is no consistency in selection because sometimes students who do not qualify get rooms and some qualify and don't get

rooms.U Housi ng i snot consi stent wi th thei r sel ecti on.

19 Meeting with other department. First year students need more attention. As it is their first time to be in another country.
Students who are only doing one subject should not be allowed to stay in the Res.

20 Regular minuted meetings should be scheduled. Accommodation for international students should get special attention.
Accommodati on wi th meals and beddi ng and accommodati on wi thout meals and beddi ng shoul d be a choi ce
A database of private accommodation should be managed by the accommodation office. Transport should be added to selection of

reside
21
22 To avoid long lines during registration, they should use the electronic method instead of paying the registration fee to the

cashi er
In accordance with the placement process; it should be done before the resume date of the university and the list should be

issued/
23 Too long lines. Other institutions let the students register from the internet/online.

The CPUT must improve thei r systems.
The students must be pl aced before the end of the year so that i t wi 11 be easy i n the New Year to deal wi th the new students.

24 Before sending out the acceptance letters to the students, the housing department should make sure that there is enough
accommodati on

The student housing staff needs trainin!] or motivation, for the way they handle students is not proper.
25 Choose adequately trained per sonneê Zt ra'in them well in advance. Try and link students coming from the same areas together so

that t
when receiving registration forms supply the housing forms for students that are being accepted. They can pay one time.

26 The registered/senior students should be able to apply online to save paper and ensure prompt services. When responses are
sent to

The waiting period for first time applicants should be reduced by having a standby-list when spaces become available.
27
28 TO stri ve for
29
30 Registration:

excellence is a worthwhile objective. The secret lies in sustained and coherent action.

The process of negotiating outstanding fees should start as early as middle of January. Students that did not
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apply t
And not allowed as normal reQistration process. preference should be given to those who applied before the closing date.
All staff members involved wlth registration especially the academics. should be given the necessary training and guidance.

There s

STUDENTS
cumulative Cumulative

Res; dence Frequency Percent Frequency Percent
fffffffffffffffffffffffffffff1fffffffffffffffffffffffff1fffffffffffffffffffo 6 10.00 6 10.00
Freedom Square 1 13 21.67 19 31.67
Freedom Square 2 6 10.00 25 41.67
MGR1 3 5.00 28 46.67
MGR2 2 3.33 30 50.00
Heroes House 2 3.33 32 53.33
Post Graduate 1 1. 67 33 55.00
Bellco 3 5.00 36 60.00
Tygerberg 6 10.00 42 70.00
Anglo 6 10.00 48 80.00
Ri chard Sacco 1 1. 67 49 81. 67
Not residing on campus 11 18.33 60 100.00

Chi -Square Test

ff!fIffj}ffmm}m
cfn -Square j2. 4000
OF 11
Pr > eh+se 0.0007

Sample Size = 60

Cumulative cumulative
Age Frequency Percent Frequency Percent

fffffff1ffffffff1fffffffffffffffffffffffff1fffffffffffffffffffo 4 6.67 4 6.61
16-20 yrs 17 28.33 21 35.00
21-25 yrs 31 51. 67 52 86.67
26-30 yrs 7 11.67 59 98.33
31-35 yrs 1 1.67 60 100.00

chi -Square Test
for Equal proportionsf fffm tntsst If ffIff
Chi-Square 49.6667
OF 4
Pr > ChiSq <.0001

Sample Size - 60

Gender

Cumulative Cumulative
Gende r Frequency Pe rcent Frequency PercentfIf f f f If If If fJsssts: sus If ssss: If tss: sssHW fHWHW fffo 4 6.b7 4 6.67
Male 23 38.33 27 45.00
remale 33 55.00 60 100.00

chi -souare Test

HhIiff}fffmmm
ch,-Square 21.7000
OF 2
Pr > ChiSq <.0001

Sample Size - 60
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Course
Frequency PercentHnw f f f f f f f f f f f f f f f f f f f f I I I I f I I I f I I I I I f Iff f f I I I I f I I I I f Iff I f I f I f If I f Iff f f f f f f f f f f f f f I I I I I I I I I I I I I I I I I I f I I I I I I I I f I I I I f

2 1
1.72

1.72

1. 72

3.45

1.72

1.72

5.17

1.72

1.72

3.45

1.72

6.90

1.72

6.90

1. 72

3.45

1.72

1. 72

3.45

8.62

13.79

1.72

12.07

1.72

1.72

3.45

3.45

Anal Chem

B-Tech Quality

B-tech qual i ty

Bi omedi cal technology

Buildi ng

Bui 1di ng envi ronment

Bussiness management

Civil eng.

Education

Electrical eng.

Emergency medi ca 1 Care

Entrepreneurshi p

Envi ronmenta 1 management

Food techno logy

HRM

Industrial engineering

Information technology

Management

Marketing

Mechani cal

Mechanical eng.

Pub 1i c management

Pub 1 i c management and 1aw

Quality

Radi ography

Cumulative Cumulative

m~fffffmmlrffffffi~~lïjfffffmfmirfffffffi~~lïjf
1 18 30.00 24 40.00
2 13 21. 67 37 61. 67
3 15 25.00 52 86.67
4 8 13.31 60 100.00

Chi -Square Test

mffffj}rjimmm
ch, -Square lL lli6'1
OF 4
Pr > ChiSq 0.0857

Sample Size - 60

Cumulative Cumulative
QOl Frequency Percent Frequenc)' Percent

ffffffffffffffffffffffffjffffffffffffffffffffffIffjfffffffffffffffffff
b 1 1. 6'7 1 1. 6'1

Strongly disagree 20 31.33 21 35.00
Disagree 17 28.33 38 63.33
Tend to di sagree 14 23.31 52 86.67
Tend to agree 3 5.00 55 91.67
Agreed 5 8.31 60 100.00

Chi -Square Test

ffffffff}fffmmm
ch, -Square 32. ooob
OF 5
Pr > Chi Sq <.0001

Sample Size - 60

Q02
Cumulative
Frequency

Cumulative
PercentFrequency Percent

fHf IffHfstsst fIffffff IffHfJH fffff f fftffffff6fHf fff ffff{If If I I I IE 67

Strongly disagree 12 20.00
Di sagree 10 16.67
Tend to di sagree 17 28.33
Tend to agree 8 13.31
Agreed 10 16.67
Strongly agree 2 3.31

Chi -Square Test

1
13
23
40
48
58
60

1. 67
21. 67
38.31
66.67
80.00
96.67

100.00
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1

1

1

1

1

1

1

1

1

8

1

1
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for Equal proportions
If fff1Isss« If fff IHf
ein-square L1.9000
OF 6
Pr > ChiSq O.OOB

Sample Size = 60

Cumulative Cumulative
Q03 Frequency Percent Frequency Percent

I IIIf flflllllilltIII IIIf j ffliII IIIIIWUfi Ilf IIII ji fliIII IIIfI{t~ Ufl
Strongly disagree 10 16.67 16 26.67
Disagree 11 18.33 27 45.00
Tend to di sagree 16 26.67 43 71. 67
Tend to agree 11 18.33 54 90.00
Agreed 5 8.33 59 98.33
Strongly agree 1 1.67 60 100.00

Chi -Square Tes t

i'fflff'f}}Iffmmm
ch,-square 17.0000
OF 6
Pr > ChiSq 0.0093

Sample Size = 60

Cumulative Cumulative
q04 Frequenc~ Percent Frequency Percent

IIIIIIIIIIIIIIfltllfiliflIII!tlllflff{~WlllillfIIIff!ffllllllf{~WI
Strongly disagree 8 B.33 10 16.67
Disagree 11 18.33 21 35.00
Tend to di sagree 17 28.33 38 63.33
Tend to agree 14 23.33 52 86.67
Agreed 7 11.67 59 98.33
Strongly agree 1 1.67 60 100.00

Chi -Square Test

if!Iffff}IfffmHm
dil-square 24. 4b67
OF 6
Pr > ChiSq 0.0004

sample Size - 60

Cumulative Cumulativeqos Frequency Percent Frequency Percent
fI ft IHfm fmIf tsss: ff1IffHf IfHfHf tssHf I IHf jl HffHfHf If If Jf Ifo 1 1. 67 1 1. 67
Strongly disagree 20 33.33 21 35.00
Disagree 14 23.33 35 58.33
Tend to di sagree 5 8.33 40 66.67
Tend to agree 11 18.33 51 85.00
Agreed 7 Il. 67 58 96.67
Strongly agree 2 3.33 60 100.00

Chi -Square Test

i'fitImlfffmmf'H
ch,-square )2.8667
OF 6
Pr > ChiSq <.0001

Sample Size - 60

Cumulative Cumulative
q06 Frequency Percent Frequency Percent

Jf Iff Hfi WW IbmIff fl fHit f If It f f{~WIf fIl I If 1I If{IfffIfIff {~WI
Strongly disagree 18 30.00 19 31.67
Disagree 10 16.67 29 48.33
Tend to disagree 12 20.00 41 68.33
Tend to agree 6 10.00 47 78.33
Agreed 10 16.67 57 95.00
Strongly agree 3 5.00 60 100.00

chi -souare Test

if!Ifffj}/;'iff'fH}f'ff
Ch,-square L). )000
OF 6
Pr > ChiSq 0.0007

Sample Size - 60

Cumulative Cumulative
q07 Frequency Percent Frequency Percentsssssss:I f Jf IJjIf UIf I It1f IfW IiHf If If fIf IUuss j snss ItHf f If If ssua 1 1. 67 1 1. 67

Strongly disagree 10 16.67 11 18.33
Disagree 10 16.67 21 35.00
Tend to di sagree 20 33.33 41 68.33
Tend to agree 12 20.00 53 88.33
Agreed 3 5.00 56 93.33
Strongly agree 4 6.67 60 100.00

Chi -Square Test

i'fflff'1j}Iffff'm}f'ff
ch,-square 2"!l.1I)))
OF 6
Pr > ChiSq <.0001

Sample Size - 60

Cumulative cumulative
gOB Frequency Percent Frequency Percent

Hf sstHf If ImJf Hf IHf jl Hf If If IfHf ffff If IfmIl If IIf IfHfHf I I Jf Ifa 1 1.67 1 1.67
Strongly disagree 8 B.33 9 15.00
Disagree 7 11.67 16 26.67
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Tend to di sagree
Tend to ag ree
Agreed
Strongly agree

3
14
23
4

5.00
23.33
38.33
6.67

19
33
56
60

31. 67
55.00
93.33
100.00

ehi -Square Test
for Equal proportions
f fffIt f HHf ssss f fHfcln -Square 40.8000
OF 6
Pr > ehiSq <.0001

Sample Size = 60

Cumulative Cumulative
Q09 Frequency Percent Frequency Percent

fffff ffffffffff fbfffffff J fff!fffffff f{~WffffffffJ fff!fff ffffff EWf
Strongly disagree 13 21.67 15 25.00
Disagree 7 11.67 22 36.67
Tend to di sagree 15 25.00 37 61. 67
Tend to agree 12 20.00 49 81.67
Agreed 9 15.00 58 96.67
Strongly agree 2 3.33 60 100.00

ehi -Square Test
for Equal Proportions
ff tW f fHHHH f fHf
eh, -Square 18.8667
DF 6
Pr > ch isq 0.0044

Sample Size - 60

Cumulative Cumulative
qlO Frequency Percent Frequency Percent

fHfHfH f f fW f6Hff sss: f f f!H Hff f f{~HItsssHH 1Hf!Hf HfHf{~ HI f
Strongl y di sagree 11 18.33 13 21. 67
Disagree 11 18.33 24 40.00
Tend to disagree 15 25.00 39 65.00
Tend to agree 11 18.33 50 83.33
Agreed 6 10.00 56 93.33
Strongly agree 4 6.67 60 100.00

ehi -Square Test

jf!imj}ffmmffff
eh, -square 1';.nn
OF 6
Pr > ehiSq 0.0192

Sample Size = 60

Cumulative Cumulative
ql1 Frequency Percent Frequency Percent

UHf f f If f f Iff rifHfHW f f f f if uts f if ssstiif issss:usssunssssus:«o 1 1. 67 1 1. 67
Strongly disagree 25 41.67 26 43.33
Disagree 17 28.33 43 71.67
Tend to disagree 6 10.00 49 81.67
Tend to agree 2 3.33 51 85.00
Agreed 6 10.00 57 95.00
Strongly agree 3 5.00 60 100.00

ehi -Square Test

nhmjMmmmf
eh, -Square ';6.61;67
OF 6
Pr> ehiSq <.0001

Sample Size - 60

Comments as made by students
obs
1 First years from far and International students should get full attention especially first years because we put our

trust and safety
2 According to my perspective
3 when students are registered, management should take note of st:udents who come from other provinces and ensure that

they provi de go
4 Before they replace you for the studies they should also accommodate on residence. And the vice chancellor or whom
ever is respons ib l e ,

5 The first year students should be put at first
8 Accommodation is a problem
9 Housing should place people who deserve placing, not because they know them.
10 Improve regi strati on and gi ve the students a change to relli ste r at the begi nni ng of the year.
11 The housi ng people shoul d put the needs of the students h rst
15 There must be new employees every year. They loose interest.
lG More residence must be built, if they don't build, we will leave and go to institutions that accommodates all

students.
17 Better kitchens and toilets. Accommodation for those that come from different places. Including catering and

transportation etc.
18 Noti Ce for app 1i cati on for accommodati on shoul d be adverti sed on all res i dence and departments. Fi rst year students

shoul d be gi ven
Students shoul d be selected accordi ng to thei r academi c performances

19 If the student housing can let you know whether they'll be getting a room or not.
20 They must inform students early if they qualify for a room or not.
21 I don't have a room at the moment and housing isn't helping me.
22 Student housi ng i snot consi stent wi th thei r sel ecti on. Regi st rati on takes too long. Someti mes the staff i snot

honest and friendly
23 The institution should have enoogh residence to accommodate the number of students accepted.
24 International students should be given extra attention - regarding the placement, as they come from foreign

countri es, they don't h
25
26 Student housi ng shoul d focus on thei r ti me const rai nts on the vacanci es for resi dence.

Students shoul d be treated equally.
27 Give students clear instruction to those who are waitin9 for a room, sometimes there is no alternative.
28 Residence should be improved and maintenance should be 'impl emerrted ,

Information to students should be provided in time.n Time management is vital and therefore before year end of the previous year they should be finalised all
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allocations once results h
32 The attitude of some staff members is not good.
33 Staff doesn't care how students fee l . They gi ve rooms to peopl e they know even i f they di d not apply.
34 The department is not consistent with housing selection. Some get rooms that fail.
35 If there could be correlation of the housing, exams and finance system so that exclusions and appeals of these

systems can run cone
Make sure that all rooms are occupied.

36 Improve quality systems on service delivery.
39 Oue to 1ack of accommodati on, 1et the desperate 1i ve i n Res. They (PUT has been gi ven funds to buil d new res. Don't

let there be em
40 Sometimes if you qualify for a room, you won't get one. It seems it is depended upon who you know, or if you are a

friend.
41 Not enough accommodation, housing should see to it that the residence are increased.

:~ ~~u~~~~s a~~~~~~a~i~~ ~~t s~~d:~ts.
44 Same fi rst years are squat t ing t and it; 5 hor r id candi ti ons and Student HOUS;ng gi ve no serv ice I go; ng wi th

standard procedure, but
45 The employees at student housing should treat everyone equally.
46 More people to help during registration period.
47 ~~;~s m~~; :~f{1a;ln~. register the current year for the next year. By December in the current year you know how many

48 Student housing is not consistent with their selection. There are favouritism and this isn't fair to people who
come from fa r away.
49
SO The ; ns t i tut; on must buil d more res; dence, because somet imes you are a squatter and become a vi ct; m.
51 I applied and didn't get a space and now I am squatting.
52 The accommodation issue ;5 affecting our studies, because wherever you are staying you get worried as to when you

are goi ng to be c
53 More residence must be built because student housing can not help us and they are not very patient.
54 They don't treat the students well, they have bad customer service.
SS Build more residence, many come from far away ..
56 late feedback of accommodation must be looked at, coming from another province, it is crucial to know before hand.
57 International students must be given priority with in selection or alternative accommodation outside if there is

not enough accommodati on. There must be communicat; on between lote rnat ianal off; ce and hous ing.
58 Employees must show respect to students. They are not professional.
59 (PUT should develop appropriate software that can give access to students for online registration. Department of

housing should also
60 They attitude of front-line employee is not acceptable. They are impatient with students.
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Annexure B:

HOD
variable
Q02
Q03
Q04
Q05
Q06
Q07
Q09
Q10
Q11
Q13
Q14
Q15

CRONBACH ALPHA

N
3
3
3
3
3
3
3
3
3
3
3
3

si mp1e Stati sti cs
std Dev
0.57735
0.57735
1.00000
0.57735
1.00000
1. 52753
1. 52753
1.15470
0.57735
0.57735
0.57735
1.15470

Maximum
2.00000
2.00000
3.00000
4.00000
3.00000
4.00000
5.00000
6.00000
3.00000
4.00000
4.00000
3.00000

label
Q02
Q03
Q04
Q05
Q06
Q07
Q09
Q10
Q11
Q13
Q14
Q15

STAFF
variable

Simple Statistics
N Mean Std Dev Sum Minimum Maximum label

Q02n 26 2.53846 0.58177 66.00000 2.00000 4.00000
Q03n 26 2.46154 0.64689 64.00000 2.00000 4.00000
Q04n 26 2.50000 0.58310 65.00000 1.00000 3.00000
Q05 26 3.26923 1.18516 85.00000 1.00000 5.00000 Q05
Q06 26 4.07692 1. 41204 106.00000 1.00000 6.00000 Q06
Q07 26 2.80769 0.98058 73.00000 1.00000 5.00000 Q07
Q08 26 3.53846 1. 42073 92.00000 1.00000 6.00000 Q08
Q09 26 3.11538 1. 42343 81. 00000 1.00000 6.00000 Q09
Q10 26 2.57692 1. 41910 67.00000 1.00000 6.00000 Q10
Q11 26 2.73077 1. 40165 71.00000 1.00000 6.00000 Q11
Q12 26 2.96154 1.42775 77 .00000 1.00000 6.00000 Q12
Q13 26 2.80769 1. 41476 73 .00000 1.00000 6.00000 Q13
Q14 26 2.92308 1. 59808 76.00000 1.00000 6.00000 Q14

Cronbach Coeffi ci ent A1~ha
Variables A pha
mIffIfIffffffIfIff6~HM{{
Standardi zed 0.892796

STUDENTS
variable
Q01
Q02
Q03
Q04
Q05
Q06
Q07
Q08
Q09
Q10
Q11

Minimum
1.00000
1.00000
1.00000
3.00000
1. 00000
1. 00000
2.00000
4.00000
2.00000
3.00000
3.00000
1.00000

Mean
1. 33333
1.66667
2.00000
3.66667
2.00000
2.66667
3.66667
5.33333
2.33333
3.66667
3.33333
2.33333

Sum
4.00000
5.00000
6.00000

11.00000
6.00000
8.00000

11.00000
16.00000
7.00000

11.00000
10.00000
7.00000

Cronbach Coeffi ci ent Alpha
variables Alpha
mfffffffffffffffff6~mm
Standardized 0.787001

cronbach Coefficient Alpha with Deleted variable
Raw variables Standardized variables

Deleted Correlation Correlation
variable with Total Alpha with Total Alpha label
fffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
Q02 ó ."8429"89 0.81417) 0.8)10l0 ó.728691 QOl
Q03 -.082199 0.854730 -.132613 0.823941 Q03
Q04 1.000000 0.784259 0.999759 0.709061 Q04
Q05 - .082199 0.854730 - .132613 0.823941 Q05
Q06 1.000000 0.784259 0.999759 0.709061 Q06
Q07 0.970725 0.773626 0.969942 0.712599 Q07
Q09 0.970725 0.773626 0.969942 0.712599 Q09
Q10 -.162758 0.881457 -.132613 0.823941 Q10
Q11 -.082199 0.854730 -.168543 0.826981 Q11
Q13 0.842989 0.814173 0.806627 0.731451 Q13
Q14 -.082199 0.854730 - .168543 0.826981 Q14
Q15 0.814152 0.797248 0.806627 0.731451 Q15

cronbach Coeffi ci ent Alpha wi th Deleted vari ab 1e
Raw vari abl es Standardi zed vari ab 1es

Deleted Correlation Correlation
variable with Total Alpha with Total Alpha label
W~ffffffffffff6fHHWfffffff6~HHWfffffff6~HUWfffffff6~UHWffffffff
Q03n 0.608191 0.894795 0.637432 0.882489
Q04n 0.169136 0.904556 0.199337 0.902789
Q05 -.053665 0.918251 -.128830 0.916706 Q05
Q06 0.623755 0.890679 0.578190 0.885354 Q06
Q07 0.523939 0.894989 0.532624 0.887531 Q07
Q08 0.716078 0.885787 0.699289 0.879457 Q08
Q09 0.769582 0.882878 0.739589 0.877458 Q09
Q10 0.631552 0.890289 0.630214 0.882840 Q10
Q11 0.760517 0.883423 0.814390 0.873701 Q11
Q12 0.880987 0.876667 0.872282 0.870751 Q12
Q13 0.826551 0.879780 0.819021 0.873467 Q13
Q14 0.871668 0.876463 0.847629 0.872012 Q14

N
51
51
51
51
51
51
51
51
51
51
51

Simple Statistics
std Dev
1.18454
1.41781
1. 30909
1. 28826
1. 52804
1. 62288
1. 27817
1. 56230
1.46916
1.43732
1.38054

Maximum
5.00000
6.00000
6.00000
6.00000
6.00000
6.00000
6.00000
6.00000
6.00000
6.00000
6.00000

Minimum
1.00000
1.00000
1.00000
1.00000
1.00000
1.00000
1.00000
1.00000
1.00000
1.00000
1.00000

Mean
2.27451
2.90196
2.92157
3.01961
2.49020
2.74510
2.92157
3.86275
3.03922
2.88235
2.11765

Sum
116.00000
148.00000
149.00000
154.00000
127.00000
140.00000
149.00000
197.00000
155.00000
147.00000
108.00000

Cronbach Coeffi ci ent Alpha
variables Alpha
f Iff f If If f If fff fff sssHf f Iff
Raw 0 ."89~4i'6
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label
Q01
Q02
Q03
Q04
Q05
Q06
Q07
Q08
Q09
Q10
Q11



Standard; zed 0.897391

cronbaeh Coeff; c ient Alpha w; th Deleted Var; ab 1e
Raw Var; ab1es Standard; zed Var; ab1es

Deleted Correlation Correlation
Var; ab 1e w; th Tota 1 Al pha wi th Total Al pha Labe 1
6Wffffffffffff6~H6{Wfffffff6~nHWfffffff6fHHWfffffff6~m6Wfff6Wf
Q02 0.671151 0.883350 0.673876 0.885557 Q02
Q03 0.473993 0.894291 0.474766 0.896948 Q03
Q04 0.673213 0.883675 0.680080 0.885193 Q04
Q05 0.407056 0.899692 0.407553 0.900666 Q05
Q06 0.697663 0.881619 0.692747 0.884448 Q06
Q07 0.688998 0.882876 0.689644 0.884631 Q07
Q08 0.614463 0.887014 0.626475 0.888321 Q08
Q09 0.665423 0.883634 0.662199 0.886241 Q09
Q10 0.709562 0.880979 0.706104 0.883660 Q10
Qll 0.655702 0.884334 0.651004 0.886895 Qll
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Annexure C:
Inferential statistics

STAFF vs HOD
Tab 1e of Group by Q01

Frequency I

Percent I

Row Pet I

Co1 Pct ,0-15 yrs, above 15, Total

sss: urrf' if if ifff' frfftfff'
Stan , 25 , 5 , 30

, 71.43, 14.29, 85.71
, 83.33, 16.67,

92.59 62.50
fififfiff' if if ffff' sssss f ff'
HOD , 2 , ) , 5

, 5.71, 8.57, 14.29
, 40.00, 60.00,
, 7.41, 37.50,

Iff fffHf Hf Jf fft Hf Jf Iff
Tata' 2i' 8 35

77.14 22.86 100.00

Statistics for Table of Group by Q01
statistic OF value prob
ffffffffffffffffffffifffffffffffffffffffffffffffffffff
chi -Square 1 4.5640 0.0326
Likelihood Ratio Chi-Square 1 3.8643 0.0493
Continuity Adj. Chi-Square 1 2.4373 0.ll85
Mantel-Haenszel Chi-Square 1 4.4336 0.0352
phi Coefficient 0.36ll
~~~~!~9~n~y Coefficient 8Jm
WARNING:50% of the ce 11 s have expected counts 1ess

than 5. Chi -Square may not be a vali d test.

Fisher's Exact Test
Hf fif if Iff if if if f if fHfHf if Hf ft
Ce" (1,1) Frequency CF) 25
Left-sided Pr <- F 0.9940
Right-sided Pr >- F 0.0665
Table probability Cp) 0.0605
Two-sided Pr <- P 0.0665

Sample size - 35

Table of Group by Q01c
Frequency I

Percent I

Row Pet ,
Col Pct ,Som what,Not at a,

, - TO gr, 11 - ver,
,eat exte,y little,

fss: uns' fIf fss: f' ffns sss'
StaH , 15 , 15 ,

, 42.86, 42.86,
, 50.00, 50.00,

78.95 93.75
ifmffff' ififHff' fHffHf'
HOD , 4 , 1 ,

, ll.43, 2.86,
, 80.00, 20.00,
r 21.05, 6.25,

mWHfiffffWifIff{if
54.2945.71

Total

30
85.71

5
14.29

35
100.00

Statistics for Table of Group by Q01c
Statistic OF value prob
f{,fffffffffffffffffffffffIfffffIffffff{fffffffffffffff
Cn-Square 1 .554) 0.2125
Likelihood Ratio Chi-Square 1 1.6700 0.1963
Conti nui ty Adj. Chi -Square 1 0.5805 0.4461
Mante l-Haensze 1 Chi -Square 1 1. 5099 0.2192
Phi Coeffi ci ent -0.2107
~~~~!~9~n~y Coefficient -8jm
WARNING:50% of the cells have expected counts less

than 5. Chi-Square may not be a valid test.

Fi sher' s Exact Test
f Jf tsssfsssu fuss fssssftifffIff f f
Ce" Cl, 1) Frequency CF) 15
Left-sided Pr <- F 0.2269
Right-sided Pr >- F 0.9642
Table Probability Cp) 0.1910
Two-si ded Pr <- pO. 3468

Sample Size - 35

Tab 1e of Group by Q02c
Frequency,
Percent
Row Pet ,
Col Pct ,sam what,Not at a, Total

, - To g r ,11 - Ver ,
,eat exte,y little,

uss fIff f' fIUf tn' fssssrrr'
Stan , 12 , 18 , 30

, 34.29, 51.43, 85.71
, 40.00, 60.00,

75.00 94.74
fffffffff'Hffffff'ffifffff'

132



HOD 4 1 5
11.43 2.86 14.29

, 80.00, 20.00,
1 25.00 1 5.26 1

HfIf If if Jf If If If Hf IfHf
Total 16 19 35

45.71 54.29100.00

Stati stics for Table of Group by Q02c
Statistic OF value prob
ff!fffffffffffffffffffffffffffffffffffffffffffffIIIIff
ein -Square 1 l.7632 0.0965
likelihood Ratio Chi-Square 1 2.8781 0.0898
Conti nui ty Adj. chi -Square 1 1. 3864 0.2390
Mante l-Haensze 1 Chi -Square 1 2.6842 0.1013
phi Coeffi ci ent -0.2810
~~~~~~9~n~y Coeffi cient _8:~m
WARNING:50% of the ce 11s have expected counts 1ess

than 5. Chi -Square may not be a val i d test.

Fi sher' 5 Exact Test
If f fIf f IsssnHfHfI Hf I IHfHf Iff
Cell (1,1) Frequency CF) 12
left-sided Pr <: F 0.1200
Right-sided Pr >- F 0.9865
Table Probability Cp) 0.1065
TWo-sided Pr <: P 0.1558

Sample Size - 35

Table of Group by Q03c
Frequency I

Percent

~~i~~i:Somwhat, Not at a I Teta 1
, - To gr,ll - Ver,
,eat exte,y little,
ntsss:usu I iisssst!' IfIffIfI1

Stan , 16 , 14 , 30
45.71, 40.00, 85.71

, 53.33, 46.67,
84.21 87.50tstnnss' fffffIffl fffifIffl

HOD I j,L t 5
8.57, 5.71, 14.29

, 60.00, 40.00,
15.79 12.50

fffIfIfffl ffIffIffl IffffIffl
Total 111 Hi 35

54.29 45.71 100.00

Statistics for Table of Group by Q03c

Statistic OF Value prob
ff!fffffffffffffffffffffffffffffffffffffffffffffffffff
ein -Square 1 O. 0761l O. 71117
like 1i hood Rati 0 Chi -Square 1 0.0773 0.7810
Conti nui ty Adj. Chi -Square 1 0.0000 1.0000
Mantel-Haenszel Chi-Square 1 0.0746 0.7848
phi Coefficient -0.0468
~~~~~~9~n~y Coefficient -8:8m
WARNING:50% of the cell s have expected counts 1ess

than 5. Chi -Square may not be a vali d test.

Fi sher' s Exact Test
fff{fff f f f iff fi If If fHff fi iffHf ff
Cel Cl, 1) Frequency CF) 16
left-sided Pr <- F 0.5850
Right-sided Pr >- F 0.7731
Table Probability Cp) 0.3582
Two-si ded Pr <- P 1. 0000

Sample Size - 35

by Q04cTab 1e of Group
Frequency,
Percent
Row Pct
Col Pct Total:Tend to ,Tend to ,

,disagree,agree St,
I - Stron,rongly a,
,gly disa,gree ,
greeHmJHf: Hf Hf}f: IfHfHi:

22.58, 64.52,
, 25.93, 74.07,

87.50 86.96lUffffff:Hffff{f: fiIfIf!f:
3.23, 9.68,

, 25.00, 75.00,
12.50 13.04

mWffflffffIf!flIfHfWl
25.81 74.19

27
87.10

4
12.90

31
100.00

statistics for Table of Group by Q04c
Statistic OF Value prob
ff!fffffffffffffffffffffffffffffffffffffffffffffffffff
ein-square 1 0.0016 0.968:;
likelihood Ratio Chi-Square 1 0.0016 0.9684
Continuity Adj. Chi-Square 1 0.0000 1.0000
Mante l-Haensze 1 Chi -Square 1 0.0015 0.9690
phi Coefficient 0.0071
~~~~!~9~n~y Coefficient 8:8m
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WARNING:50% of the cell s have expected counts 1ess
than 5. Chi -Square may not be a val i d test.

Fi sher' s Exact Test
II f f If I I fff If If fff If fff fff fff fff If
Ce11 (1,1) Frequency (F) 7
left-sided Pr <= F 0.7186
Right-sided Pr >= F 0.7317
Tab 1e Probabi 1i ty (p) 0.4503
Two-si ded Pr <= PLODOO

Effective Sample Size - 31
Frequency Mi ss; ng =- 4

WARNING:11% of the data are mi ssi ng.

Table of Group by Q05c
Frequency I

Percent

~~~:~i :Tend to I Tend to I Tata'
,disagree, agree St,
I - Stron,rongly a,
,gly disa,gree ,
greetunnss'! If I If If' If If If If'

Stan , ~1 , 6 , 27
67.74, 19.35, 87.10

, 77.78, 22.22,
87.50 85.71

ssssssssf'If If Iff I' If If I If I '
HOD , ) , 1 , 4

9.68, 3 . 23, 12. 90
, 75.00, 25.00,
. 12.50 14.29

nssusss' If If ffIf' If If I I fI'
Tota1 24 i 31

77.42 22.58 100.00

Statistics for Table of Group by Q05c
Statistic OF value prob
If!IIIIfff ssssssIIfffff Iff Iff If IIff sustsssstIf If Iff Ifcl" -Square 1 0.01';4 O. !lol)
likelihood Ratio Chi-Square 1 0.0151 0.9023
Conti nui ty Adj. chi -Square 1 0.0000 1.0000
Mante l-Haensze 1 Chi -Square 1 0.0149 0.9029
phi Coefficient 0.0223
~~~~!~9~n~yCoefficient 8:8m
WARNING:50% of the cells have expected counts 1ess

than 5. Chi -Square may not be a vali d test.

Fi sher' s Exact Test
Hf fffIf{fff If If If fIf Hf If If fIf f f{
Ce11 (1, ) Frequency (F) ~
left-sided Pr <- F 0.7880
Right-sided Pr >- F 0.6623
Table Probability Cp) 0.4503
Two-sided Pr <- P 1.0000

Effective Sample Size - 31
Frequency Missing - 4

WARNING:11% of the data are missing.

Table of Group by Q06c
Frequency,
Percent

~~i~~~:Tend to ,Tend to ,
,disagree,agree St,
, - Stron,rongly a,
,gly disa,gree I

fffffIfIf'Jfffmf'IfIfIfIf'
StaH , ~) , 6 ,

67.65, 17.65,
, 79.31, 20.69,

88.46 75.00
~UfffHf: Ifffff{I: ffffff!f:

8.82, 5.88,
, 60.00, 40.00,

11.54 25.00
IfIffffIf' ffIfffff' IffffffI'
Tota1 ~6 11

76.47 23.53

Total

29
85.29

5
14.71

34
100.00

Statistics for Table of Group by Q06c
Stati sti c OF val ue prob
f ffIf I fff fHffHf ffffff Iffff f If If f If If tss: f tssssIf tssfcli, -Square 1 Ó .1111)11 O. )4i~
like 1i hood Rati 0 Chi -Square 1 0.8010 0.3708
Conti nut ty Adj. Chi -Square 1 0.1364 0.7119
Mantel-Haenszel Chi-Square 1 0.8578 0.3543
phi coeffi ei ent 0.1612
~~~~!~9~n~yCoefficient nm
WARNING:50% of the ce 11s have expected counts 1ess

than 5. Chi-Square may not be a valid test.

Fi sher' s Exact Test
I fffIf If I Ifff If fff fssssstsssss: f ff
Ce11 (1,1) Frequency (F) 2)
left-sided Pr <- F 0.9279
Right-si ded Pr >- F 0.3338
Tab 1e Probabi 1i ty (p) 0.2616
Two-sided Pr <- P 0.5702

Effecti ve Sample si ze - 34
Frequency Missing - 1

Tab 1e of Group by Q07c
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Frequency t

Percent

~~i:~~:Tend to I Tend to. Tata 1
I di sagree I agree St.
, - Stron,rongly a,
,gly disa,gree ,

fffffffff'Jffjffff' ffffffff'
StaH , 20 , 9 , 29

60.61, 27.27, 87.88
, 68.97, 31.03,

95.24 75.00
IffIffHf 'If If Iffs' If IffIff 1
HOD , 1 , , , 4

3.03, 9.09, 12.12
, 25.00, 75.00,
, 4.76, 25.00,

IffJf fIff IfffJf If If IffJf f
Tata 1 21 12 33

63.64 36.36 100.00

Statistics for Table of Group by Q07c
Stati sti c OF val ue prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
ch, -Square 1 2.1),6, 0.0866
Likelihood Ratio Chi-Square 1 2.8393 0.0920
Continuity Adj. Chi-Square 1 1.3437 0.2464
Mantel-Haenszel Chi-Square 1 2.8473 0.0915
phi Coeffi ei ent 0.2983
~~~~~~9~n~y Coefficient gjm
WARNING:50% of the ce 11s have expected counts 1ess

than 5. Chi -Square may not be a val i d test.

F;sher' 5 Exact Test
sssssss:mIf nss f f f Iff Hfsssss: f f
Ce11 Cl, 1) Frequency CF) 20
Left-si ded Pr <- F 0.9879
Right-sided Pr >~ F 0.1250
Table Probabi lity Cp) 0.1129
TWo-sided Pr <- P 0.1250

Effective Sample Size - 33
Frequency Missing - 2

Table of Group
Frequency I

Percent
Row Pet
Col Pct

by Q08c

:Tend to I Tend to ,
,disagree,agree St,
I - Stron,rongly a,
,gly disa,gree ,
gree

UHf!!H:Jf! f!!bI: f Iffss~f:
, 60.61, 27.27,
, 68.97, 31.03,

95.24 75.00
if ffJ iff ( ff IffHf' ff IffHf 1
HOD , 1 , j ,

3.03, 9.09,
, 25.00, 75.00,
1 4.76 1 25.00 1

ffH{!Hf rHf ftH HfHHf
THa 21 U

63.64 36.36

Total

29
87.88

4
12.12

33
100.00

Statistics for Table of Group by Q08c
St.atistic OF value pr-eb
Iff!!f! Isssssssss fHHf I fff IffJII sssss f ttss sust fI fff fcf" -squar-e 1 2.1),6, 0.0ll66
Likelihood Ratio Chi-Square 1 2.8393 0.0920
Continuity Adj. Chi-Square 1 1.3437 0.2464
Mantel uaensze l Chi-square 1 2.8473 0.0915
phi eoeHi cient 0.2983
~~~~~~9~n~y coeffi cient um
WARNING:50% of the ce 11s have expected counts 1ess

than S. Chi -Square may not be a vali d test.

Fi sher' 5 Exact Test.
If{fff if f f f If f Iff f if Iff f f f f f HfIff
Ce 1 (1,1) Frequency (F) 20
Left-sided Pr <- F 0.9879
Right-sided Pr >- F 0.1250
Table Probability Cp) 0.1129
Two-sided Pr <- P 0.1250

Effective Sample Size - 33
Frequency Mi ss; ng _ 2

Table of Group by Q09c
Frequency,
Percent
Row Pet
Co1 Pet :Tend to ,Tend to, Tota 1

,disagree,agree St,
I - Stron,rongly a,
,gly disa,gree ,
greessnsssn' Jfffffff' ssnnss'

Stan , 11) , 10 , 29
55.88, 29.41, 85.29

, 65.52, 34.48,
79.17 100.00

Hf fHf ff' IfHfHf 1If if Hf f 1
HOD , 5 , 0 ,
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14.71, 0.00, 14.71
, 100.00, 0.00,
! 20.83! O.OO!

ffff{ffff ffffIfff ffffffff
Tota l4 io 34

70.59 29.41 100.00

Stati sti cs for Table of Group by Q09c
Statistic OF value prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Ch,-square 1 z: 44l~ ll.llln
Like 1i hood Rati 0 Chi -Square 1 3. 8n5 O.0503
Conti nui ty Adj. Chi -square 1 1. 0640 0.3023
Mante l-Haensze 1 Chi -Square 1 2.3707 0.1236
phi Coeffi ci ent -0.2680
~~~~!~9~n~y Coefficient -8jm
WARNING:50% of the cells have expeCted counts less

than 5. Chi-Square may not be a valid test.

Fi sher' 5 Exact Test
ff{{fff fHf ff ff ff fffHf f fHf ff ff If
Ce (1,1) Frequency (F) 19
Left-sided Pr <- F 0.1528
Right-sided Pr >= F 1.0000
Table Probability Cp) 0.1528
TWo-sided Pr <- P 0.2908

effective sample Size = 34
Frequency Mi ssi ng - 1
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Statistics for Table of Age by Q01
Stati sti c OF va 1ue prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Chi-square L 4.1467 0.lL58
Likelihood Ratio Chi-Square 2 3.3208 0.1901
Mantel-Haenszel chi -square 1 1. 7791 0.1823
phi Coefficient 0.2721
~~~~!~~~n~y Coefficient um
WARNING:50% of the cells have expected counts 1ess

than 5. Chi -Square may not be a vali d test.
Effective Sample Size - 56

Frequency Missi ng = 4

Tab1e of Age by Q02
Frequency
Percent

~~~~~i :Tend to ,Tend to ,
,disagree,agree St,
I - Stron,rongly a,
,gly disa,gree ,
gree

fIff stIf f f' j If If Iff' nsss: If'
16-Lll yrs , 11 , 6 ,

, 19.64, 10.71,
, 64.71, 35.29,

issnusu' IfHjHf' IfHjHf'Ll-L) yrs I L6 I ) I

, 46.43, 8.93,
, 83.87, 16.13,

66.67 29.41
H!W~W: JImf!f: ifIfIf~f:

, 3.57, 10.71,
, 25.00, 75.00,
, 5.13, 35.29,

f fff{ff Iff if If Ifff JIIf sst f
Tata 3!l 17

69.64 30.36

Statistics for Table of Age by Q02
Statistic OF value prob
ff!IIIflffffffllllffllfflfffffffffffflfffffffffHfffff
Ch,-square L 1ll. 7ll~8 ll.llll4r
Likelihood Ratio Chi-Square 2 10.2887 0.0058
Mantel-Haenszel Chi-Square 1 1.4723 0.2250
phi Coefficient 0.4372
~~~~!~~~n~y Coeffi cient 8:m~

Effecti ve Sample si ze - 56
Frequency Missi ng - 4

Table of Age by Q03
Frequency
Percent

~~~~~i :Tend to ,Tend to ,
,disagree,agree St,
, - Stron,rongly al
,gly disa,gree ,

WW~W:mjI{6f:ffffIf{f:
, 19.61, 5.88,
, 76.92, 23.08,

27.78 20.00
ff!ffffIff' fffIffff' ffffffff'LI 2, yrs I LL , 9 I

, 43.14, 17.65,
, 70.97, 29.03,

fHf fIff f I' ff1hHf' If17j7~f'
26- j) yrs . 4 I j I

7.84 5.88
, 57.14, 42.86,
, 11.11, 20.00,

Comparisons of students in different age groups
Table of Age by Q01

Frequency
Percent

~~i~~~:Tend to I Tend to I

I di sagree I agree St I

I - Stron.rongly a,
,gly disa,gree ,
greesus I If Iff' j fIff Iff' sssssn f'

16-LO yr s , 15 , L ,
, 26.79, 3.57,
, 88.24, 11.76,

ffffffffIf'If}MkIfHj7~f'
L1-L~ yrs , L8 , j ,

, 50.00, 5.36,
, 90.32, 9.68,

58.33 37.50
H!WtHf:ffffff{f:fffffI{f:

, 8.93, 5.36,
, 62.50, 37.50,

10.42 37.50
fIff{IfIff' Iff If Iff' Issss fIf'
Tata 48 8

85.71 14.29
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Total

17
30.36

31
55.36

8
14.29

56
100.00

Total

17
30.36

31
55.36

8
14.29

56
100.00

Total

13
25.49

31
60.78

7
13.73



f fffiff f ft:fff sst u: fff fIffs:
Tata jl; 1~ 51

70.59 29.41 100.00

Statistics for Table of Age by Q03
Statistic OF value prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
ein-square 2 0.S6j"{J 0.l;49~
Likelihood Ratio Chi-Square 2 0.8340 0.6590
Mantel-Haenszel chi -Square 1 0.7622 0.3826
phi Coeffi ci ent 0.1301
~~~~!~~~n~y Coeffi cient g:m~
WARNING:50% of the cells have expected counts less

than 5. Chi -Square may not be a valid test.
Effective Sample Size - 51

Frequency Missing - 9
WARNING:15% of the data are missing.

Tab 1e of Age by Q04
Frequency
Percent

~~; :~~ :Tend to I Tend to, Total
t di sagree I agree St I

I - Stron,rongly a,
,gly disa,gree ,
greesst:Hff ft' J tssuss 1ffff fff fl

16-20 yrs , 11 , 6 , 17
, 20.00, 10.91, 30.91
, 64.71, 35.29,

30.56 31. 58

H!W~W:fffffW:ffffffhf: 30
, 40.00, 14.55, 54.55
, 73.33, 26.67,

61.11 42.11
ft If fff ffr'ss fIff ft 1ff ff f ff r'
26-j~ yrs , j , 5 , 8

, 5.45, 9.09, 14.55
, 37.50, 62.50,
1 8.33 1 26.32 1sissstsss: ffffffff ffffIfff

Tata' )6 19 55
65.45 34.55 100.00

Statistics for Table of Age by Q04
Statistic OF value prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
cl" -Square 2).5926 0.1659
Likelihood Ratio Chi-Square 2 3.4502 0.1782
Mantel-Haenszel Chi-Square 1 0.8210 0.3649
phi Coefficient 0.2556
~~~~!~~~n~y Coeffi ci ent um

Effective Sample Size _ 55
Frequency Missing _ 5

Table of Age by Q05
Frequency I

Percent

~~i~~~:Tend to I Tend to I

I di sagree ,agree St I

I - Stron,rongly a,
,gly disa,gree ,

WWWf:r.mfHf:ffffff{f:
, 21.43, 8.93,
, 70.59, 29.41,

31.58 27.78
ffffffffft' ffffffffl ffffffIfl
21-2~ yrs , 21 , 10 ,

, 37.50, 17.86,
, 67.74, 32.26,

55.26 55.56
ff! f f f f f f fl ftf snsr'fW Ifff 1

26 j') yrs I ') I 1 ,
, 8.93, 5.36,
, 62.50, 37.50,

ffffffffffl ff}h?~fl ff}Mh1

Tata' jl! lS
67.86 32.14

Total

56
100.00

17
30.36

3l
55.36

8
14.29

Statistics for Table of Age by Q05
Statistic OF value prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffffch, -square 2 0.1!;)!; O.92l)
Likelihood Ratio Chi-Square 2 0.1618 0.9223
Mantel-Haenszel Chi-Square 1 0.1524 0.6962
phi Coeffi ei ent 0.0540
~~~~!~~~n~y Coefficient g:g~:g

Effective Sample Size _ 56
Frequency Missi ng - 4

Table of Age by Q06
Frequency
Percent

~~~ ~~~ :Tend to I Tend to, Total
. di sagree I agree St I

I - Stron,rongly a,
,gly disa,gree
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greesss:fHf ff' rHius!' Hfff fff'
16-20 yrs , il , 5 , 17

, 21.43, 8.93, 30.36
, 70.59, 29.41,

ffffffffff'ff}MkffHjHf'
21-2; yrs , 24 , ) , 31

, 42.86, 12.50, 55.36
, 77.42, 22.58,

ffffffffff'ff1hJif'fffh}1t'
26-35 yrs , 3 , 5 , 8

, 5.36, 8.93, 14.29
, 37.50, 62.50,
r 7.69, 29.41,

fff f{fff ff fff Hf ff ff ff ff ff
Tota 39 17 56

69.64 30.36 100.00

Statistics for Table of Age by Q06
Stati sti c OF Va1ue prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Ch, -Square 2 4.8034 0.0906
Likelihood Ratio Chi-Square 2 4.4523 0.1079
Mante l-Haensze 1 Chi -Square 1 1. 4723 0.2250
phi Coeffi ei ent 0.2929
Contingency Coefficient 0.2811
Cramer s V 0.2929

Effecti ve Sample Si ze - 56
Frequency Miss; ng = 4

Statistics for Table of Age by Q07
Statistic OF value prob
fftfffffffffffffffffffffffffffffffffffffffffffffffffff
ch,-square 2 4.ll0340.0906
Likelihood Ratio Chi-Square 2 4.4523 0.1079
Mantel-Haensze 1 Chi -Square 1 1. 4723 0.2250
phi Coeffi ci ent 0.2929
~~~~!~9~n~y Coefficient um

Effective Sample Size - 56
Frequency Missi ng - 4

Table of Age by Q08
Frequency f

percent

~~~~~i :Tend to ,Tend to ,
I di sagree I agree St I

I - Stron,rongly al
,gly disa,gree ,

WW~W:mfff{f: fffffHf:
, 8.93, 21.43,
, 29.41, 70.59,

ffffffffffl ffHj"Hf' ffHjnf'
21-25 yrs , 13 , III ,

, 23.21, 32.14,
, 41. 94, 58.06,

72.22 47.37
ff~ffff ff f' fff ff f ff' fIIff st I'
26 j; yrs , 0 , II ,

0.00, 14.29,
, 0.00, 100.00 ,
, 0.00, 21.05,

ffff{fffff nssss« ffffffff
Tota III 3l!

32.14 67.86

Tab 1e of Age by Q07
Frequency
Percent
Row Pct
Col Pct

,
,Tend to ,Tend to I

t di sagree I agree St,
, - Stron,rongly a,
,gly disa,gree ,
gree

ff sst:If fI' J ff tut:' ffff fns'
16-20 yrs , 12 I 5 ,

, 21.43, 8.93,
, 70.59, 29.41,

30.77 29.41
ffff fIf Iff' fff ff tsf' ffIff f ffl
21-2; yrs , 24, ) ,

, 42.86, 12.50,
, 77.42, 22.58,

61.54 41.18
mw~w: ffIJff!f: ffffff{I:

, 5.36, 8.93,
, 37. 50, 62. 50 ,
I 7.69 I 29.41 I

ffff{fffff tsssssn IJfffffi
Tota j9 I)

69.64 30.36

Total

17
30.36

31
55.36

8
14.29

56
100.00

Total

17
30.36

31
55.36

8
14.29

56
100.00

Statistics for Table of Age by Q08
Statistic OF value Pr'ob
m!{mWIllflfillflfffffflff!ffflfI{IHUffffb~MH
Likelihood Ratio Chi-Square 2 7.5672 0.0227
Mantel-Haenszel Chi-Square 1 0.8488 0.3569
phi Coeffi ci ent 0.3050
Conti ngency Coeffi ci ent 0.2918
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Statistics for Table of Age by Q09
Statistic OF value prob
Iff II II I I II I I II II I II II I I I I II I IIf I II II I I IIff f f I II I I If I I
ch, -Square 2 4.4393 0.1086
Likelihood Ratio Chi-Square 2 4.4411 0.1085
Mantel-Haenszel Chi-Square 1 2.3541 0.1250
phi Coeffi ci ent 0.2816
~~~~!~9~n~y Coeffi cient um
WARNING:33% of the cells have expected counts less

than 5. Chi -square may not be a vali d test.
Effective Sample Size _ 56

Frequency Missing - 4

Table of Age by Q10
Frequency t

Percent

~~i~~~>end to ,Tend to ,
,disagree,agree St,
I - Stron,rongly a,
,gly disa,gree ,

fffffffffi'mffifI'fffIfffI'
16-20 yrs , 12 , 5 ,

, 21.82, 9.09,
, 70.59, 29.41,

33.33 26.32
fI[ff fffff' ff f ifW' uts ffII'
21 2'; yrs, 20 , 1ll ,

, 36.36, 18.18,
, 66.67, 33 . 33 ,

55.56 52.63
H[W~W: iffffI!f: mmII:

7.27, 7.27,
, 50.00, 50.00,

11.11 21. 05
Hf I{if I If' ff f Iff fr'stst: fil'
Tota 3l; 19

65.45 34.55

Cramer' 5 V 0.3050
Effective Sample Size = 56

Frequency Missi ng = 4

Table of Age by Q09
Frequency
Percent.

~~i~~i :Tend to I Tend to ,
I di sagree I agree St,
t - Stron,rongly a,
,gly disa,gree ,
greetss:fififf'1fI fiI rr'ttsstnt'

16-20 yrs , 11 , 6 ,
, 19.64, 10.71,
, 64.71, 35.29,

flffffffIf'fiJMJt'ffJMk
ll-2s yrs , 20 I 11 ,

, 35.71, 19.64,
, 64.52, 35.48,

60.6147.83
!t!W~W:ffffff!I:ffffIItI:

, 3.57, 10.71,
, 25.00, 75.00,
, 6.06, 26.09,

mWfffi fffffW ffWW
58.93 41.07

Total

17
30.36

31
55.36

8
14.29

56
100.00

Total

17
30.91

30
54.55

8
14.55

55
100.00

Statistics for Table of Age by Q10
Statistic OF value prob
ff[ffilfIfifIfflfIIIIflIIIIIIfffIIIlIIfffiffilIfflfffi
ch,-Square 2 1.06t] ll.Sl!]8
Likelihood Ratio Chi-Square 2 1.0263 0.5986
Mantel-Haenszel Chi-Square 1 0.8210 0.3649
phi Coefficient 0.1390
Conti ngency Coeffi ei ent 0.13 77
Cramer s v 0.1390

Effective Sample size - 55
Frequency Missing - 5

Table of Age by Q11
Frequency
Percent

~~i~~~:Tend to ,Tend to ,
,disagree,agree St,
, - Stron,rongly a,
,gly disa,gree I

gree
U!W~W:lfifIW:ffffIIII:

, 23.21, 7.14,
, 76.47, 23.53,

28.89 36.36
ff[ffffffi' fffffffI' fffffffI'
21 L) yrs t 2~ I ') I

, 50.00, 5.36,
, 90.32, 9.68,

62.22 27.27tstssss: I I' ff I I Iff I 'ffffl fif'
26-3'; yrs , 4 , 4 ,
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7.14. 7.14. 14.29
• 50.00. 50.00.
1 8.89 1 36.36 1

ffff{fffff ffffffff ffffffff
Tata 4") 11 56

80.36 19.64 100.00

Statistics for Table of Age by Q11
Statistic OF value prob
W!gW!fffffffffffffffffffff~ffffffi~~~Wfffb~UU
Like 1i hood Rati 0 chi -Square 2 6.1334 0.0466
Mante l-Haensze 1 Chi -Square 1 0.8256 0.3635
phi Coefficient 0.3481
~~~~!~\l~n~y Coeffi ei ent 8:~m
WARNING:33%of the cells have expected counts less

than 5. Chi -Square may not be a vali d test.
Effective Sample Size - 56

Frequency Missi ng - 4
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wilcoxon Scores (Rank Sums) for variable Q01
Classified by variable Age

Sum of Expected Std oev Mean
Age N Scores Under HO under HO Score
fJff ffffffns fff ffffffffff f f fffffffff f f fffffffffff ff fffff fffffff ffff f fff f
16-2l> yrs 17 49).50 484.50 5).847458 29.029412
21-25 yrs 31 856.00 883.50 58.218269 27.612903
26- 35 yrs 8 246.50 228.00 40.980198 30.812500

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 0.2937
OF 2
Pr > chi -Square 0.8634

wilcoxon Scores (Rank Sums) for variable Q02
Classified by variable Age

Sum of Expected Std Dev Mean

mwmffffffdffffffffmmffffffnmf{~fffff{~~m{!{fffffWtnm
21-25 yrs 31 702.50 883.50 59.195499 22.661290
26-35 yrs 8 355.00 228.00 41.668076 44.375000

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 12.8138
OF 2
Pr > Chi -Square 0.0017

wilcoxon Scores (Rank Sums) for variable Q03
Classified by variable Age

Sum of Expected s td Dev Mean

mwmffffff{~ffffffffmn£ffffff~Ï1{~{~~fffff!~~m!~{fffffWtUm
21-25 yrs 31 792.50 806.0 50.353106 25.564516
26-35 yrs 7 186.50 182.0 35.489982 26.642857

Average scores were used for ti es.

Kruskal-wallis Test
chi -Square 0.0719
OF 2
Pr> Chi-Square 0.9647

wilcoxon Scores (Rank Sums) for variable Q04
Classified by variable Age

Sum of Expected Std Dev Mean

mwmffffff{~ffffffffmmffffff~Ï1l~t~~fffff{{mhllfffffW{ltl~l
21-25 yrs 30 735.50 840.0 57.651864 24.516667
26-35 yrs 8 320.00 224.0 40.820342 40.000000

Average scores were used for ti es.

Kruskal-wallis Test
Chi-Square 6.2372
OF 2
Pr > Chi-Square 0.0442

wilcoxon Scores (Rank Sums) for variable Q05
Classified by variable Age

Sum of Expected s rd Dev Mean

mwmffffffdffffffffum~ffffffffm~i~fffffd~md!fffffW!~lm
21-25 yrs 31 828.50 883.50 58.593083 26.725806
26-35 yrs 8 300.50 228.00 41.244031 37.562500

Average scores were used for ties.

Kruskal-wallis Test
chi -Square 3.1145
OF 2
Pr > Chi -Square 0.2107

wilcoxon Scores (Rank Sums) for variable Q06
Cl assi fi ed by vari ab 1e Age

Sum of Expected Std Dev Mean

mwmffffff{1ffffffffmmffffffffm~i~ffffft!mhi~fffffWtnm
21-25 yrs 31 802.50 883.50 59.122129 25.887097
26-35 yrs 8 269.00 228.00 41.616430 33.625000

Average scores were used for ties.

Kruskal-wallis Test
Chi -Square 2.0425
OF 2
Pr> Chi-Square 0.3601

wilcoxon Scores (Rank Sums) for variable Q07
Classified by variable Age

Sum of Expected Std Dev Mean

mwmffffff{~ffffffffnmtffffff~Ïm~i~fffff{~~m~!lfffffH~dlm
21-25 yrs 31 750.50 883.50 58.938837 24.209677
26-35 yrs 8 314.50 228.00 41.487410 39.312500

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 6.5061
OF 2
Pr > Chi - Square 0.0387
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wil coxon Scores (Rank Sums) for vari ab 1e Q08
Classified by variable Age

Sum of Expected Std oev Mean
Age N Scores under HO Under HO Score
f1ffffffffffffffffffffffffffffffffflllllfllllllffffffffflfflfffffllfflfff
16-20 yrs 17 503.50 484.50 53.634164 29.617647
21-25 yrs 31 808.00 883.50 57.987662 26.064516
26-35 yrs 8 284.50 228.00 40.817872 35.562500

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 2.4865
DF 2
Pr > Chi-Square 0.2884

wilcoxon Scores (Rank Sums) for variable Q09
Classified by variable Age

Sum of Expected Std Dev Mean
Age N Scores Under HO Under HO Score
f1fffffffflflllffflfffffflfffffffflfffffffffflffflfffffffffffffffffffffff
16-20 yrs 17 451.00 484.50 54.895617 26.529412
21-25 yrs 31 817.50 883.50 59.351508 26.370968
26-35 yrs 8 327.50 228.00 41.777891 40.937500

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 5.6733
DF 2
Pr > Chi-square 0.0586

wilcoxon Scores (Rank Sums) for variable Q10
Classified by variable Age

Sum of Expected Std Dev Mean
Age N Scores under HO Under HO Score
f1fffffffflffffffflfffffHfffffffffffffffffffffffffffffffffffffffffffffff
16-in yrs 17 5i9.00 476.0 sj. 815654 31.117647
21-25 yrs 30 748.50 840.0 57.985979 24.950000
26-35 yrs 8 262.50 224.0 41.056912 32.812500

Average scores were used for ties.

Kruskal-wallis Test
Chi -Square 2.5534
DF 2
Pr > Chi -square 0.2790

wilcoxon Scores (Rank Sums) for variable Q11
Classified by variable Age

Sum of Expected Std Dev Mean

mwmflffffdffffffffm~llfflfff~fm~ilflffI{~~md{IffffW~nm
21-25 yrs 31 765.50 883.50 57.116522 24.693548
26-35 yrs 8 270.50 228.00 40.204671 33.812500

Average scores were used for ties.

Kruskal-wallis Test

Chi -Square
DF
Pr > Chi -souare

4.2857
2

0.1173

Comparisons of student gender
Table

Frequency I

Percent
Row Pet
Col Pct

of Gende r by Q01

:Tend to f Tend to I

,disagree,agree St,
I - Stront rongly a,
,gly disa,gree ,
gree

~!Wffff:1fffIW:ffffff{f:
35.71, 5.36,

, 86.96, 13 . 04 ,
41.67 37.50snststst' fHffffI1 HUfffI1

Fema1e I 2~ I ). I

50.00, 8.93,
, 84 .85, 15 . 15 ,

58.33 62.50
ffff{ffff1 ffffffff1 Ifffffff1
Tota 4l! l!

85.71 14.29

Total

23
41.07

33
58.93

56
100.00

Statistics for Table of Gender by Q01
Statistic DF value prob
ff[flfllfffflfflfffffffffllffffllfffffffffffffffffffff
ch, -Square 1 1>.049i 0.l!i45
Likelihood Ratio Chi-Square 1 0.0496 0.8238
Continuity Adj. Chi-Square 1 0.0000 1.0000
Mante l-Haensze 1 Chi -Square 1 0.0483 0.8260
phi Coeffi ei ent 0.0296
~~~~!~~~n~y Coefficient 8:8m
WARNING: 50% of the cells have expected counts less

than 5. Chi -Square may not be a vali d test.

Fi sher' s Exact Test
fIf{Iffffff ff fffff fff ffrf Issss: Iff
Ce' (1,1) Frequency (F) iO
Left-sided Pr <- F 0.7238
Right-sided Pr >- F 0.5721
Table probability (p) 0.2959
Two-sided Pr <- P 1.0000
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Effective Sample Size = 56
Frequency Missing = 4

Table of Gender by Q02
Frequency I

Percent

~~i~~i:Tend to I Tend to, Tata 1
,disagree,agree St,
r - Stron,rongly a,
,gly disa,gree ,
gree

ffffififf'1iffffff' fiffffff'
Male , n , 10 , 23

23.21, 17.86, 41.07
, 56.52, 43.48,

35.14 52.63
fffffffff' fiffffif' fiffffif'
Female, 24 , 9 , 33

42.86, 16.07, 58.93
, 72.73, 27.27,

64.86 47.37
fIff{ifff'ifffffff' ifffffff'
Tota jf 19 56

66.07 33.93 100.00

Statistics for Table of Gender by Q02
Statistic OF value prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
chi-square 1 1.58f8 0.i076
Like 1i hood Rati 0 Chi -Square 1 1. 5776 0.2091
Continuity Adj. Chi-Square 1 0.9472 0.3304
Mantel-Haenszel Chi-Square 1 1.5595 0.2117
Phi Coeffi ei ent -0.1684
Conti ngency Coeffi ei ent 0.1660
Cramer s v -0.1684

Fi sher' 5 Exact Test
fff{f if f ffff f ff ff f fsssssss« ssn f f
Cel (1,1) Frequency (F) Ij
Left-sided Pr <= F 0.1652
Right-sided Pr >= F 0.9387
Table probability (p) 0.1039
Two-sided Pr <- P 0.2573

Effective Sample Size - 56
Frequency Missing - 4

Table of Gender
Frequency,
Percent
Row Pet
Col Pct

by Q03

:Tend to I Tend to I

,disagree,agree St,
. - Stron,rongly a,
,gly disa,gree ,
gree

ff{ffffff'HIfffff' nssns)'
Mae , 15, 6,

, 29.41, 11.76,
, 71.43, 28.57,

42.86 37.50nssnsss' ffffffff' fIffffff'
Fema1e t io , 1'0 I

39.22, 19.61,
, 66.67, 33.33,

57.14 62.50mwIff' Iff IfWl
Iff ffW 1

68.63 31.37

Total

21
41.18

30
58.82

51
100.00

statistics for Table of Gender by Q03
Statistic OF value prob
f ft If tss f ffffffff f sss:f f fussus« fHf nss: suss tsu f f
ch1-square 1 0.n01 b.f1!!)
Li ke 1i hood Rati 0 Chi -Square 1 0.1308 0.7176
Continuity Adj. Chi-Square 1 0.0029 0.9569
Mantel-Haenszel Chi-Square 1 0.1276 0.7210
phi Coefficient 0.0505
~~~~!~9~n~y Coefficient 8:8~8;

Fi sher' s Exact Test
ffif Hf fstss: fssss ff nss ssss sss: f f
Ce 1 (1,1) Frequency (F) 1)
Left-sided Pr <- F 0.7460
R1ght-sided Pr >- F 0.4813
Table Probability (p) 0.2272
Two-sided Pr <- P 0.7681

Effective Sample Size _ 51
Frequency Missi ng - 9

WARNING:15% of the data are m1ssing.

Table of Gender by Q04
Frequency,
Percent

~~i~~i:Tend to I Tend to I Tata'
,disagree,agree St,
, - stron,rongly a,
,gly disa,gree ,

ff rrssu: 1JHj tsss' ffffHf f'
Male , 1) , '8 , 23

27 . 27, 14.55, 41. 82
, 65.22, 34.78,

44.12 38.10
Hf ff Iff r'ff ff ff ff 1f Iff Hf f 1

Female, 19 , Ij , 32
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, 34.55, 23.64, 58.18
, 59.38, 40.63,

ff ff{I I I I' II}} f~1I' I IJj f¥~I'
rota )4 21 55

61. 82 38.18 100.00

Statistics for Table of Gender by Q04
Statistic OF value prob
Ifflllllllllfffflllllllfflfllflllfflflffffffffllflliff
cl" -Square 1 lJ.19)) lJ.660lJ
Likelihood Ratio Chi-Square 1 0.1943 0.6594
Continuity Adj. Chi-Square 1 0.0251 0.8740
Mante l-Haensze 1 chi -Square 1 0.1900 0.6629
phi Coefficient 0.0593
~~~~~~9~n~y Coeffi cient g:gm

Fi sher' 5 Exact Test
ff{{I IfII f f IfII IIff II I Iff f If IfII I f
Ce (1,1) Frequency (F) 15
Left-sided Pr <~ F 0.7638
Right-sided Pr >- F 0.4386
Table probability (p) 0.2023
Two-si ded Pr <~ PO. 7808

Effective Sample Size - 55
Frequency Missing = 5

Table of Gender by Q05
Frequency I

Percent I

~~i:~i :Tend to ,Tend to t Total
.di sagree ,agree St,
I - s tron, rongly a,
,gly disa,gree ,
gree

ff{ff fff s' 1fff fff I' fffff fff 1

Ma e , 15 , 8 , 23
, 26.79, 14.29, 41.07
, 65.22, 34.78,

40.54 42.11
ffff ffffs' iss: Iff I' fffffffI'
Female, 22 , 11 , B

, 39.29, 19.64, 58.93
, 66.67, B.B,

59.46 57.89
ftff fffff' ft ft Iff I 'ffff f f ft'
Total )7 19 56

66.07 B.93 100.00

Statistics for Table of Gender by Q05
Statistic OF value prob
ffflffillflllllfffffffffflflfffffffffffflffffflfffffff
ch, -Square 1 lJ.012i lJ.91l))
Likelihood Ratio Chi-Square 1 0.0127 0.9103
Continuity Adj. Chi-Square 1 0.0000 1.0000
Mantel-Haenszel Chi -Square 1 0.0125 0.9111
phi Coefficient -0.0151
~~~~!~9~n~y Coefficient _g:g~~~

Fi sher' s Exact Test
ft{{ft{f{f Iff If tss f f fff fHff f f ft{ fCe (,) Frequency (F) s
Left-sided Pr <- F 0.5668
Right-sided Pr >- F 0.6567
Table Probability (p) 0.2235
Two-sided Pr <- P 1.0000

Effective Sample Size - 56
Frequency Missi ng - 4

Table of Gender by Q06
Frequency f

Percent

~~i:~~:Tend to I Tend to I Tata 1
I di sagree ,agree St I

t - Stron,rongly a,
,gly disa,gree ,

ff{ffIfff'J'iffffff' fffff{ff'
Ma e , n , lJ , 23

, 23.21, 17.86, 41.07
, 56.52, 43.48,

ffff{ftff'ffnf~kftHfnf'
Fema e I 2:5 , 8 I 33

, 44.64, 14.29, 58.93
, 75.76, 24.24,

Ifff{ffff' IfJMffl ftfft11f1
Tota )S IS 56

67.86 32.14100.00

Stati sti cs for Tabl e of Gender by Q06
Statistic OF value probtsut Iffffffffffff Iff Iff If Ifffffffff Iff tsssss If sssn«
ch, -Square 1 2.21)9) lJ.1294
Likelihood Ratio Chi-Square 1 2.2825 0.1308
Conti nui ty Adj. Chi -Square 1 1. 5019 0.2204
Mantel-Haenszel Chi-Square 1 2.2582 0.1329
phi Coeffi ci ent -0.2026
~~~~!~9~n~y Coefficient -g:~6~~

Fi sher' s Exact Test
ftI fffff If fff ftfff fff fff fff f ft f f f f
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Cell (1,1) Frequency (F) 13
Left-sided Pr <- F 0.1105
Right-sided Pr >= F 0.9643
Table Probability (p) 0.0748
TWo-sided Pr <= P 0.1548

Effecti ve Sample Si ze = 56
Frequency Missing = 4

Table of Gender by Q07
Frequency I

Percent

~~~~~i:Tend to ,Tend to ,
I di sagree . agree St,
I - Stron,rongly a,
,gly disa,gree I

gree
fIffifift'tifififf' ififfIff'
Ma'e , 14 , !I ,

25.00, 16.07,
, 60.87, 39.13,

36.84 50.00
iffIfifif' sss: Iff r'sssss f if'
Fema1e, 24 I 9 I

42.86, 16.07,
, 72.73, 27.27,

63.16 50.00sssnts):' ifffffff' ififIfif'
Total 3l! 18

67.86 32.14

Total

23
41.07

33
58.93

56
100.00

Statistics for Table of Gender by Q07
Statistic OF value prob
ff[fffffffffffffffffffffffffffffffffffffffffffffffffff
ch, -Square 1 0.8737 0.3499
Likelihood Ratio Chi-Square 1 0.8675 0.3516
Continuity Adj. Chi-Square 1 0.4146 0.5196
Mante l-Haensze 1 chi -Square 1 0.8581 0.3543
phi Coefficient -0.1249
contingency Coefficient 0.1239
Cramer s V -0.1249

F; sher' 5 Exact Test
IIf fHf If if If if if f if Hf If If If Hf If
Cel' (1,1) Frequency (F) 14
Left-sided Pr <- F 0.2590
Right-sided Pr >- F 0.8895

Table Probability (p) 0.1484
Two-sided Pr <- P 0.3941

Effective Sample Size _ 56
Frequency Missing - 4

Table of Gender by Q08
Frequency I

Percent

~~~~~i:Tend to ,Tend to, Total
I di sagree I agree St.
I - Stron,rongly a,
,gly disa,gree ,

i IffIHf f' mi ff rr'Hfi f iff'
Male , I; , l' , 23

10.71, 30.36, 41.07
, 26.09, 73.9l,

35.29 43.59
fffffffff' ffffffff' iffffffi'
Fema1e I 11 I 22 I 33

19.64, 39.29, 58.93
, 33.33, 66.67,

Hff{flff'If11jHf'ffI1iHt'
Tata l' 39 56

30.36 69.64 100.00

Statistics for Table of Gender by Q08
Statistic OF value prob
fffflfififffifflfffffffffffifffffffflffffflffflfffffff
ch, -Square 1 0.3366 O. )1;1l!
Likelihood Ratio Chi-Square 1 0.3400 0.5598
Conti nui ty Adj. Chi -Square 1 0.0811 0.7758
Mantel-Haenszel Chi-Square 1 0.3306 0.5653
phi Coefficient -0.0775
~~~~!~9~n~y Coeffi cient -8:8m

Fi sher' s Exact Test
ff{{Hf f ff Hf IHf fHf f f fff ff HfHf
Ce (1,1) Frequency (F) 6
Left-sided Pr <- F 0.3907
Right-sided Pr >_ F 0.8086
Tab lePrababil i ty (p) 0.1994
TWo-sided Pr <- P 0.7684

Effective sample Size - 56
Frequency Missing - 4

Table of Gender by Q09
Frequency,
Percent

~~i~~~:Tend to I Tend to I Tata 1
,disagree,agree St,
I - Stron,rongly a,,gly disa,gree I

greensnnss' t fffifif' ififffff'
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Male 12 11
21.82 20.00

, 52.17, 47.83,
36.36 50.00

Hff{fff(ffffffff'ffffffff'
Fema e I 21 I 11 ,

38.18, 20.00,
, 65.63, 34.38,

63.64 50.00
{H{{fHf'fffffW'ffHfW'

60.00 40.00

23
41.82

32
58.18

55
100.00

Statistics for Table of Gender by Q09
Statistic DF value prob
ff[fffffffffffffffffffffffffffffffffffffffffffffffffff
ch, -Square 1 1.lJlJ1I1I lJ.31>2
Likelihood Ratio Chi-Square 1 1.0065 0.3157
Conti nui ty Adj. Chi -Square 1 0.5262 0.4682
Mante l-Haensze 1 Chi -Square 1 0.9905 0.3196
phi Coeffi ci ent -0.13 54
Conti ngency Coeffi ci ent 0.1342
Cramer s V -0.1354

Fi sher' 5 Exact Test
ff{{f Hf IfHfff fff ffHff ff ff ff fff f
Ce (1,1) Frequency (F) 1L
Left-sided Pr <= F 0.2339
Right-sided Pr >= F 0.9002
Table Probability Cp) 0.1341
Two-si ded Pr <a PO. 405 5

Effective Sample Size - 55
Frequency Missi ng - 5

Table of Gender by Q10
Frequency I

Percent

~~; ~~~ :Tend to I Tend to, rorat
.di sagree I agree St,
, - Stron I rong' Y ar
,gly disa,gree I

ff{ff Hf d?Jj Ifff' fff ff Iff'
Ma e , 13 , 10 , 23

23.64, 18.18, 41. 82
, 56.52, 43.48,

ffff{Iff f' strJAir'ff iMk
Fema e t l2 , 10 , 32

40.00, 18.18, 58.18
, 68.75, 31.25,

ffff{ffff'ffJM~f'ffiM~f'
Tata 3~ 20 55

63.64 36.36 100.00

Statistics for Table of Gender by Q10
Statistic OF value prob
fff.fffffffffffffffffffffffffffffffffffffffffffffffffff
Ch,-square 1 lJ.1I647 0.3~L4
Likelihood Ratio Chi-Square 1 0.8611 0.3534
Conti nui ty Adj. chi -Square 1 0.4170 0.5184
Mantel-Haenszel Chi-Square 1 0.8490 0.3568
phi Coefficient -0.1254
Conti ngency Coeffi ci ent 0.1244
Cramer s V -0.1254

Fisher's sxact Test
ff{{f Iff sssff If fHfff fff fff ffIff{f
Ce Cl, 1) Frequency CF) 3
Left-si ded Pr <- F 0.2587
Right-si ded Pr >- F 0.8874
Tab 1e Probabi 1i ty (p) 0.1461
TWo-sided Pr <- P 0.4034

Effective Sample Size - 55
Frequency Missi ng - 5

Table of Gender by Q11
Frequency I

Percent

~~i~~i :Tend to ,Tend to ,
I di sagree ,agree St t

I - Stron,rongly a,
,gly disa,gree I

gree
~~WIfff:1fIffW:fffIfftf:

30.36, 10.71,
, 73.91, 26.09,

37.78 54.55
ffff{ffH' fHfffff' ffffffff'
Fema e I l~ I ') I

50.00, 8.93,
, 84.85, 15.15,

62.22 45.45
HHifff f' Iff Iff ff' IffHfff'
Tata 45 11

80.36 19.64

Total

23
41.07

33
58.93

56
100.00

Statistics for Table of Gender by Q11
Stati sti c OF va 1ue prob
ff[fffffffffffffffffffffffffffffffffffffffffffffffffff
ch, -Square 1 1.lJL68 lJ.3109
Likelihood Ratio Chi-Square 1 1.0120 0.3144
Conti nui ty Adj. Chi -Square 1 0.4509 0.5019
Mantel-Haenszel Chi-Square 1 1.0085 0.3153
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phi coefficient -0.1354
~~~~~~~~n~y Coeffi ci ent -8:m~
WARNING:25% of the cell s have expected counts 1ess

than 5. Chi -Square may not be a val i d test.

Fi sher' s Exact Test
If{{Hf fHf IfHfHf Hf If fHfHf f f f
Ce (1,1) Frequency (F) 17
Left-sided Pr <- F 0.2494
Right-sided Pr >- F 0.9115
Table Probability (p) 0.1609
TWo-sided Pr <- P 0.3305

Effective Sample Size 56
Frequency Missi ng ~ 4
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wilcoxon Scores (Rank Sums) for variable Q01
Classified by variable Gender

Sum of Expected Std Dell Mean
Gender N Scores Under HO Under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
Fema1e jj 877.0 940.50 57.73)810 L6.57S758
Male 23 719.0 655.50 57.733810 31.260870

Average scores were used for ties.

wil coxon TWo-Sample Test
Statistic 719.0000
Norma' Approx; mat; on
Z 1. 0912
One-Sided Pr > Z 0.1376
Two-Sided Pr> Izl 0.2752
t Approximation
One-Sided Pr> Z 0.1400
TWO-Sided Pr> Izl 0.2799

Z includes a continuity correction of 0.5.

Kruskal-wa11is Test
chi -Square 1. 2097
OF 1
Pr > chi -square 0.2714

wilcoxon Scores (Rank Sums) for variable Q02
Classified by variable Gender

Sum of Expected std Dell Mean
Gender N Scores Under HO Under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
Fema1e jj 864. SO 940. SO 58. 6j0669 L6.196970
Male 23 731.50 655.50 58.630669 31.804348

Average scores were used for ties.

wilcoxon Two-Sample Test
statistic 731.5000
Normal Approximation
Z
One-Si ded Pr > Z
Two-Si ded Pr > Iz I
t Approximation
One-Sided Pr> Z 0.1016
Two-Sided Pr > Izl 0.2032

z includes a continuity correction of 0.5.

1. 2877
0.0989
0.1978

Kruskal-wa11is Test
Chi -Square 1. 6803
OF 1
Pr > Chi-Square 0.1949

wi 1coxon Scores (Rank Sums) for vari ab 1e Q03
Classified by variable Gender

Sum of Expected Std Dell Mean
Gender N Scores under HO Under HO Score
m!{!ffffffWfffffffm~!6fffffffffm~6fffffwm6Wffffwmm
Male 21 572.50 546.0 50.896088 27.261905

Average scores were used for ties.

wilcoxon Two-Sample Test
Statistic 572.5000
Normal Approximation
Z
One-Sided Pr > Z
Two-Sided Pr > IZI
t Approximation
One-Sided Pr> Z 0.3059
Two-Sided Pr> Izl 0.6117

Z includes a continuity correction of 0.5.

0.5108
0.3047
0.6095

Kruskal-wallis Test
Chi -Square 0.2711
OF 1
Pr > Chi -Square 0.6026

wil coxon Scores (Rank Sums) for vari ab 1e Q04
Classified by variable Gender

Sum of Expected Std Dell Mean
Gender N Scores under HO Under HO Score
m!{!ffffffWfffffffHt~Wffffffff~W6fffffWHHWffffW6Hm
Male 23 643.50 644.0 57.132936 27.978261

Alle rage scores were used for ti es.

wilcoxon Two-Sample Test
Stati sti c 643.5000
Normal Approximation
Z
One-Sided Pr < Z
Two-Sided Pr > Izl
t Approximation
One-Sided Pr < Z 0.5000
Two-si ded Pr > Iz I 1. 0000

Z includes a continuity correction of 0.5.

0.0000
0.5000
1.0000

Kruska l-wa 11 i s Test
Chi -Square 0.0001
OF 1
Pr > chi -Square 0.9930

wilcoxon Scores (Rank Sums) for variable Q05
Classified by variable Gender

Sum of Expected std Dell Mean
Gender N Scores Under HO under HO Score
m!{!ffffffWffffffff~U~6ffffffff~WWffffWHHWffffwHm~
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Male 23 69l.0 655.50 58.224719
Average scores were used for ties.

wilcoxon lWo-Sample Test
Stati sti c 692.0000
Normal Appr-ox imat; on
Z 0.6183
One-Sided Pr > Z 0.2682
Two-Sided Pr> Izl 0.5364
t Approximation
One-Sided Pr > Z 0.2695
Two-Sided Pr> [z ] 0.5389

z includes a continuity correction of 0.5.

Kruskal-wallis Test
chi -Square 0.3930
OF 1
Pr > Chi-Square 0.5307

wilcoxon Scores (Rank Sums) for variable Q06
Classified by variable Gender

Sum of Expected std oev Mean
Gender N Scores Under HO Under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
Femah jj S77.!> 940.50 58.705226 26.575758
Male 23 719.0 655.50 58.705226 31.260870

Average scores were used for ties.

30.086957

wi lcoxon Two-Sample Test
Statistic 719.0000
Normal Approximation
Z
One-Si ded Pr > Z
Two-si ded Pr > Iz I
t Approximation
One-Si ded Pr > Z 0.1439
Two-Sided Pr> Izl 0.2879

z includes a continuity correction of O. S.

1. 0732
0.1416
0.2832

Kruska l-wa 11 i s Test
Chi -Square 1.1700
OF 1
Pr > chi -square 0.2794

wilcoxon Scores (Rank Sums) for variable Q07
Classified by variable Gender

Sum of Expected std Oev Mean
Gender N Scores Under HO under HO Score
m!{!ffffffWffffffff~U~6ffffffff~WWffffW{mUfffffwmm
Ma1e 23 696.0 655.50 58.316700 30.260870

Average scores were used for ti es.

wil coxon lWo-Sampl e Test
Stati sti c 696.0000
Normal Approximation
Z 0.6859
One-Si ded Pr > ZO. 2464
Two-Sided Pr> l z ] 0.4928
t Approximation
One-sided Pr> Z 0.2478
Two-Sided Pr > Izl 0.4957

Z includes a continuity correction of 0.5.

Kruskal-wallis Test
Chi -square 0.4823
OF 1
Pr > Chi-Square 0.4874

wilcoxon Scores (Rank Sums) for variable Q08
Classified by variable Gender

Sum of Expected Std oev Mean
Gender N Scores under HO under HO Scorem!{!ffffff HIstsst: f I~Wbfff f ff ff~WWflffW mmf f f IfW Hmt
Male 23 743.0 655.50 57.586364 32.304348

Average scores were used for ti es.

wi 1coxon TWO-Samp1eTes t
Stati sti c 743.0000
Normal Approximation
Z
One-Si ded Pr > Z
Two-Si ded Pr > Iz I
t Approximation
One-Sided Pr > Z 0.0683
Two-Sided Pr > Izl 0.1366

z includes a continuity correction of 0.5.

1. 5108
0.0654
0.1308

Kruskal-wallis Test
Chi -square 2.3087
OF 1
Pr> Chi-Square 0.1286

wilcoxon Scores (Rank Sums) for variable Q09
Classified by variable Gender

Sum of Expected std Oev Mean
Gender N Scores under HO Under HO Score
m!{!ffffffWffffffff~Wbfffffffffm~6fflffWHMHlffffwmm
Male 23 697.0 644.0 57.390434 30.304348

Average scores were used for ties.

wilcoxon TWO-Sample Test
Statistic 697.0000
Normal Approximation
Z 0.9148
one-Sided Pr> Z 0.1802
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Two-Sided Pr > Izl 0.3603
t Approximation
One-Sided Pr> Z 0.1822
Two-Sided Pr> [z t 0.3644

Z includes a continuity correction of 0.5.

Kruskal-wallis Test
Chi -Square 0.8529
OF 1
Pr> Chi-Square 0.3557

wilcoxon Scores (Rank Sums) for variable Q10
Classified by variable Gender

Sum of Expected Std oev Mean
Gender N Scores under HO under HO Score
~m{!ffffffWfffffffm~wfffffffftWbfffffWm!WffffWMHH
Male 23 675.50 644.0 57.377479 29.369565

Average scores were used for ties.

wilcoxon Two-Sample Test
Stati sti c 675.5000
Normal Approximation
Z
One-Sided Pr > Z
Two-Sided Pr > Izl
t Approximation
One-Sided Pr > Z 0.2956
Two-Sided Pr > Izl 0.5912

Z includes a continuity correction of 0.5.

0.5403
0.2945
0.5890

Kruskal-wallis Test
Chi-Square 0.3014
~ 1
Pr > chi -Square 0.5830

wilcoxon Scores (Rank Sums) for variable Q11
Cl ass i fi ed by Vari ab 1e Gender

Sum of Expected st d Oev Mean
Gender N Scores Under HO under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
Fema1 e D 89~.b 94b.50 56.11:19059 27.:212121
Ma1e 23 698. 0 655.50 56.839059 30.347826

Average scores were used for ti es.

wilcoxon Two-Sample Test
Statistic 698.0000
Normal Approximation
Z
One-Sided Pr > Z
Two-Si ded Pr > Iz I
t Approximation
One-Sided Pr > Z 0.2315
Two-Si ded Pr > Iz I 0.4631

z i ncl udes a cont i nui ty correcti on of 0.5.

0.7389
0.2300
0.4600

Kruskal-wallis Test
Chi -Square 0.5591
~ 1
Pr > Chi -Square 0.4546

Comparison of student year of study
Table of Year by Q01

Frequency.
Percent

~~;~~i:Tend to I Tend to I

,disagree,agree St,
, - Stron,rongly a,
,gly disa,gree I

gree
ffffW{f:jIfffW:Ifffff{f:

27.78. 5.56.
• 83.33, 16.67.

31.9142.86
IfffHf!f: !fIffW: !fffIf{f:

22.22. 1.85.
• 92.31. 7.69.

25.53 14.29
HfIf Iffr'Hf If fIf' IfHfHf'

:I , 14 • 1 •
25.93. 1.85.

, 93.33. 6.67,
29.79 14.29

fHfHf!f: ffIfIfif: Ifffff!f:
11.11. 3.70,

• 75.00. 25.00.
12.77 28.57

IffffffIf' Ifffffff' fIffffff'
Tota 1 4) )

87. 04 12.96

Total

18
33.33

13
24.07

8
14.81

15
27.78

54
100.00

Statistics for Table of Year by Q01
Statisti c OF value prob
ffjfffffffffffffffffffffffffffffffffffffffffffffffffff
cli, -Square :I 2.biJ:I:I 0.55:1:1
Likelihood Ratio Chi-Square 3 2.0373 0.5647
Mantel-Haenszel Chi-Square 1 0.0139 0.9060
phi Coeffi ci ent 0.1969
2~~~!~9~n~y Coefficient g:m~
WARNING: 50% of the cells have expected counts less
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than 5. Chi -Square may not be a val i d test.
Effective Sample Size - 54

Frequency Missing = 6

Table of Year 'by Q02
Frequency I

Percent

~~~ ~~~ :Tend to ,Tend to ,
I di sagree ,agree St I

I - Stron,rongly a,
,gly disa,gree ,
gree

ff ff tsttt' jf ff ff ff' fftftfft'
1 , 13 , 5 ,

, 24.07, 9.26,
, 72.22, 27.78,

35.14 29.41
fffffff~f: fftfff }f: fff fff tf:

12.96, 11.11,
, 53.85, 46.15,

18.92 35.29
fffftft!f: ftfffW: ftftft~f:

24.07, 3.70,
, 86.67, 13.33,

35.14 11.76nsntss:' ftfftftf' ftftfftf'
4 4 , 4 ,

7.41, 7.41,
, 50.00, 50.00,

10.81 23.53nsnus!' ffffffff' fffffffI'
Total j'7 1'7

68.52 31.48

Total

18
33.33

13
24.07

15
27.78

8
14.81

54
100.00

Statistics for Table of Year by Q02
Statistic OF value prob
fftfffffffffffffffffffffffffffffffffffffffffffffffffff
Ch,-square j 4.9'740 0.173'7
Likelihood Ratio Chi-Square 3 5.1874 0.1586
Mante l-Haensze 1 chi -Square 1 0.0606 0.8056
phi Coeffi ci ent 0.3035
~~~~~~~;n~y Coeffi ci ent g:m~
WARNING: 38% of the cells have expected counts less

than 5. Chi -Square may not be a vali d test.
Effective Sample Size - 54

Frequency Missing. 6

S ati sti cs for Tabl e of Year by Q03
Statistic OF value prob
W!{~£!HffffffffffffffffffffI{fffffI{~{WfffI6~HH
Like 1i hood Rati 0 Chi -Square 3 1.1872 0.7561
Mantel-Haenszel Chi-Square 1 0.0358 0.8499
phi Coefficient 0.1487
~~~~~~~~n~y Coeffi ci ent g: im
WARNING: 50% of the cells have expected counts less

than 5. Chi -Square may not be a val i d test.
Effective Sample Size - SO

Frequency Missing _ 10
WARNING: 17% of the data are missing.

Tab 1e of Year by Q04
Frequency I

Percent

~~i~~~:Tend to I Tend to t Tata 1
,disagree,agree St,
I - Stron I rongly al

,gly disa,gree
,gree

Table
Frequency I

Percent
ROWPct
Col Pct

of Year by Q03

;Tend to ,Tend to I

,di sagree I agree St,
I - Stron,rongly a,
,gly disa,gree ,
gree

fffffff{f: HfffW: ffffff{f:
24.00, 8.00,

, 75.00, 25.00,
33.33 28.57

Iff I I!f~f: ffflIfiI: fffffI{f:
16 .00, 8.00,

, 66.67, 33.33,
22.22 28.57

HfffIf{f: stu f{bf: Ifff f f {f:
20.00, 10.00,

, 66.67, 33.33,
27.78 35.71

IffIfft{f:ffffffif: !fftft{f:
12.00, 2.00,

, 85.71, 14.29,
, 16.67, 7.14,

Hffffff f ft If stH Iff ft Iff
Total j6 14

72.00 28.00
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16
32.00

12
24.00

15
30.00

7
14.00

SO
100.00



HfHffIr ssft ftIrft ft ff ft"
1 , 11 , i' , 18

, 20.75, 13.21, 33.96
, 61.11, 38.89,

33.33 35.00
fftffffff' ffffffff' ffffffff'

'2 I 9 , 4 I 13
, 16.98, 7.55, 24.53
, 69.23, 30.77,

27.27 20.00ssssius f' tsssHff' ff sss: is'
3 , 10 , 5 , 15

, 18.87, 9.43, 28.30
, 66.67, 33.33,

30.30 25.00
ffffffff t' ffff ffft' fffff fff'

4 , 3 , 4 , 7
, 5.66, 7.55, 13.21
, 42.86, 57.14,
, 9.09, 20.00,

ffHfHff st stHff HfHfst
Total 33 lO 53

62.26 37.74 100.00

Stati sti cs for Table of Year by Q04
Statistic OF value prob
ff[fffffffffffffffffffffffffffffffffffffffff11ffffffff
cfn-square 3 1. 5245 0.6766
Like 1i hood Rati 0 chi -Square 3 1. 4908 0.6844
Mante l-Haensze 1 Chi -Square 1 0.2431 0.6219
phi Coeffi ei ent 0.1696
2~~~~~\I~n~y Coeffi ci ent ~:m~
WARNING:38% of the ce 11 s have expected counts 1ess

than 5. chi -Square may not be a vali d test.
Effective Sample Size K 53

WARNING:FH~u~~cih:i a!~~ga;/ missi ng.

Table of Year by Q05
Frequency I

Percent

~~i~~~:Tend to ,Tend to ,
,di sagree I agree St,
I - Stron,rongly at
,gly disa,gree ,
gree

HfffHft'] ffffIff' ffffffff'
1 I Il , 6 ,

, 22.22, 11.11,
, 66.67, 33.33,

33.33 33.33
fffIfff!f:UfffW: fffHf!f:

, 20.37, 3.70,
, 84 .62, 15 . 38 ,

30.56 11.11
fffffff{f: ssss fW: ffffff{f:

, 18.52, 9.26,
, 66.67, 33.33,

27.78 27.78
UIfHf{r: Uffff~f:ffffff{f:

5.56, 9.26,
, 37.50, 62.50,
, 8.33, 27.78,

Iff Jf iff f Jf fi Ifff Iff Jf Iff
Total 3li 18

66.67 33.33
54

100. 00

Total

18
33.33

13
24.07

15
27.78

8
14.81

Statistics for Table of Year by Q05
Statistic OF value prob
f f fHf If!Jf!fJf tss Jf fff ffus UHffHf!fJfH{!stJf ff fff
ch,-square 3 4. 94i' O. 1i',)i'
Likelihood Ratio Chi-Square 3 4.9862 0.1728
Mantel-Haenszel Chi-Square 1 1.5546 0.2125
phi Coeffi ci ent 0.3027
2~~~~~\I~n~y coefficient um
WARNING:25% of the cells have expected counts less

than 5. chi -Square may not be a vali d test.
Effecti ve Sample Si ze - 54

Frequency Missi ng - 6

Tab 1e of Year by Q06
Frequency I

Percent

~~i~~i:Tend to ,Tend to ,
I di sagree t agree St I

I - 5tron,rongly a,
,gly disa,gree ,

fff!Hf{f:1mfW:ffffff{f:
, 24.07, 9.26,
, 72.22, 27.78,

34.21 31.25
fffUff!f: fffffW: fifffi!f:

, 18.52, 5.56,
, 76.92, 23.08,

26.32 18.75
fififffff'ffffffff' ffffffff'

) I 11 I 4 I

Total

18
33.33

13
24.07

15
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Stati sti cs for Table of Year by Q06
Stati sti c OF Va1ue prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
Chi -Square ) 1. 95L6 0.58D
likelihood Ratio Chi-Square 3 1.8275 0.6090
Mante l-Haensze 1 Chi -Square 1 0.7540 0.3852
phi coeffi ci ent 0.1902
~~~~!~y;n~y Coefficient g:tg3~
WARNING:38% of the cells have expected counts less

than 5. Chi -Square may not be a vali d test.
Effective Sample Size - 54

Frequency Missing = 6

Table of Year by Q07
Frequency t

Percent

~~l~~i:Tend to ,Tend to ,
f di sagree I agree St,
I - Stron,rongly ar
,gly disa,gree ,
greesnsnss:' 1ff f ins' fff ff fss'

1 , 1L , 6 ,
, 22.22, 11.11,
, 66.67, 33.33,

32.43 35.29sssnnt:' ffffffff' fHfffff'
l I 9 , 4 I

, 16.67, 7.41,
, 69 .23, 30. 77 ,

24.32 23.53
ffHffftf: ffHfW: fffffftf:

, 22.22, 5.56,
, 80.00, 20.00,

32.43 17.65snusss!' ffffffff' ffffffff'
4 I 4 , 4 I

, 7.41, 7.41,
, 50.00, 50.00,

fHffffff'ffniHf'ffJhH(
Tota1 )'1 1'1

68.52 31.48

Statistics for Table of Year by Q07
Statistic OF Value prob
W!~mWfffffffffffffffffffftffffff~~HWfffb~mb
likelihood Ratio Chi-Square 3 2.2079 0.5304
Mantel-Haenszel Chi-Square 1 0.0606 0.8056
Phi coefficient 0.2028
~~~~!~9;n~y Coefficient g:~Ó~~
WARNING:38% of the cel 15 have expected counts 1ess

than 5. Chi -Square may not be a vali d test.
Effective Sample Size - 54

Frequency Missi ng _ 6

Table of Year by Q08
Frequency I

Percent I

~~l~~i:Tend to ,Tend to ,
,disagree,agree St,
, - Stron,rongly a,
,gly disa,gree ,
gree

Hfff Jf {f: HfIff{f: Hfff HI:
9.26, 24.07,

, 27.78, 72.22,
27.78 36.11

fffHff~f: ffffff!f: HfHf~f:
, 7.41, 16.67,
, 30.77, 69.23,

22.22 25.00
f fff ff ftf: ff If f f}f: ff f f f f~f:

, 12.96, 14.81,
, 46.67, 53.33,

38.89 22.22ttssstsst' ffffIfff' ffffffff'
4 , L , 6 ,

, 3.70, 11.11,
, 25.00, 75.00,

11.11 16.67
~m{ffff'fffffW'fffffW'

33.33 66.67

, 20.37, 7.41, 27.78
, 73.33, 26.67,

28.95 25.00
ffff fHff' ssssHff' ffffffff'

4 , 4 , 4 , 8
, 7.41, 7.41, 14.81
, 50.00, 50.00,

10.53 25.00
fffffffff' ffff ffff' ff fff fff'
Tata 1 )8 16 54

70.37 29.63100.00

Total

18
33.33

13
24.07

15
27.78

8
14.81

54
100.00

Total

18
33.33

13
24.07

15
27.78

8
14.81

Stati sti cs for Tabl e of Year by Q08
Stati sti c OF Va1ue prob

54
100.00
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ff[fffffffffffffffffffffffffffffffffffffffffffffffffff
ch,-square j 1.n8~ lJ.li284
Likelihood Ratio Chi-Square 3 1.6999 0.6370
Mante l-Haensze 1 chi -Square 1 0.1983 0.6561
phi Coeffi ci ent 0.1794
~~~~!~~~n~y Coeffi ci ent g:m~
WARNING: 25% of the cells have expected counts less

than 5. Chi -Square may not be a vali d test.
Effective Sample Size - 54

Frequency Missi ng - 6

Tab 1e of Year by Q09
Frequency I

Percent

~~i~~i:Tend to I Tend to I Tata 1
I di sagree I agree St I

I - Stron,rongly a,
,gly disa,gree ,
gree

fffffffffl Hffffffl ffffffffl
1 , 11 , 1 , 18

20.75, 13.21, 33.96
, 61.11, 38.89,

34.38 33.33
ffff ff!ffl f fff ffff' ffff f fffl

2, 8, 5, 13
15.09, 9.43, 24.53

, 61.54, 38.46,
25.00 23.81nnusss' fffIffffl fftfffffl

) , 10 , ~ , 15
18.87, 9.43, 28.30

, 66.67, 33.33,
31.25 23.81

ft ft f f ftf 1ftft ffffl ftfftf ff'
4 I 3 , 4 I 7

5.66, 7.55, 13.21
, 42.86, 57.14,
, 9.38 1 19.05 1

fff ff ft ft If ft Iff f ft ff ff ff
Total )2 21 53

60.38 39.62100.00

Statistics for Table of Year by Q09
Statistic OF Value prob
ffffffffffffffffffffffffffffffffffffffffffffffffffffff
ch, -Square j 1.1~/6 lJ.16)2
Likelihood Ratio Chi-Square 3 1.1376 0.7680
Mante l-Haensze 1 chi -sovare 1 0.1882 0.6644
phi Coeffi ei ent 0.1478
~~~~!~~~n~y Coeffi ei ent g:m~
WARNING: 25% of the cells have expected counts less

than 5. Chi -Square may not be a vali d test.
Effective Sample Size. 53

Frequency Missi ng • 7
WARNING: 12% of the data are missing.

of Yea r by Q10Table
Frequency,
Percent
Row Pct
col Pct Total:Tend to I Tend to t

,di sagree I agree St,
, - stron,rongly a,
,gly disa,gree ,

HfHff{f:JffffW: Hffff{f:
24.53, 9.43,

, 72.22, 27.78,
38.24 26.32

ff ffff f!f: fHfff~f:if tsss {f:
16.98, 5. 66 ,

, 75.00, 25.00,
26.47 15.79

HHHf{f: fHf fttf: ssss: f~f:
15 . 09, 13 . 21 ,

, 53.33, 46.67,
23.53 36.84stss: iff fl ssss ftifl ifff f ftfl

4 4 , 4 ,
7.55, 7.55,

, 50.00, 50.00,
11.76 21.05usssHff 1ssssfml uu fff fl

Total )4 19
64.15 35.85

18
33.96

12
22.64

15
28.30

8
15.09

53
100.00

Statistics for Table of Year by Q10
Statistic OF value prob
m~{~W!Hfffffffffffffffffff{ffffff~~HWfffb~UM
Likelihood Ratio Chi-Square 3 2.5853 0.4601
Mante l-Haensze 1 Chi -Square 1 1.9679 0.1607
phi coeffi ci ent 0.2208
~~~~!~~~n~y Coeffi ei ent g:m~
WARNING: 25% of the cells have expected counts less

than 5. Chi-Square may not be a valid test.
Effective Sample Size - 53

Frequency Missing - 7
WARNING: 12% of the data are missing.
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Tab1e of Year by Qll
Frequency I

Percent

~~i~~i:Tend to ,Tend to I

. di sagree . agree St I

, - Stron, rongly a,
,gly disa,gree ,
greessssss fff '1fff ffff' sssn iff'

1 , 16 , 2 ,
, 29.63, 3.70,
, 88.89, 11.11,

36.36 20.00
fffHff!f:ffHfW:fffHf!f:

, 18.52, 5.56,
, 76.92, 23.08,

22.73 30.00
fffHff!f:fHffW: fHfff!<

, 22.22, 5.56,
, 80.00, 20.00,

27.27 30.00tsstn fff' If If u ff' fff fff ff'
4 I 6 , l I

, 11.11, 3.70,
, 75.00, 25.00,

13.64 20.00
ffff{ffIf' ffffffff' ffffffft'
Tata 44 1b

81.48 18.52

Total

18
33.33

13
24.07

15
27.78

8
14.81

54
100.00

Statistics for Table of Year by Qll
Statistic DF value prob
m!HW!fffffffffffffffffffff!ffffff{~MWfff6~m~
Likelihood Ratio Chi-Square 3 1.1372 0.7681
Mante l-Haensze 1 Chi -Square 1 0.7066 0.4006
phi Coeffi ei ent 0.1413
~~~~!~~;n~y Coeffi cient 8:m~
WARNING:50% of the ce 11s have expected counts 1ess

than 5. Chi -Square may not be a vali d test.
Effective Sample Size - 54

Frequency Missi ng - 6
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wilcoxon Scores (Rank Sums) for variable Q01
Classified by variable Year

Sum of Expected Std Dell Mean
Year N Scores under HO under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
1 18 483.50 495.00 52.368434 26.861111
3 15 455.50 412.50 49.757667 30.366667
2 13 338.00 357.50 47.494759 26.000000
4 8 208.00 220.00 39.464444 26.000000

Average scores were used for ties.

Kruskal-wallis Test
chi -square 0.7783
OF 3
Pr> Chi-Square 0.8547

Wilcoxon Scores (Rank Sums) for variable Q02
Classified by variable Year
Sum of Expected Std Dell Mean

Year N Scores Under HO Under HO Score
{fffffffffWfffffff!WWfffffff!WMfffffWHUHIffffWHMtb
3 15 376.50 412.50 50.576628 25.100000
2 13 415.00 357.50 48.276474 31.923077
4 8 239.00 220.00 40.113989 29.875000

Average scores were used for ties.

Kruskal-wallis Test
Chi -Square 2.0200
OF 3
Pr > Chi -Square 0.5683

Wilcoxon Scores (Rank Sums) for variable Q03
Classified by variable Year
Sum of Expected st d Dell Mean

Year N Scores under HO Under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
1 16 4)"8.00 408.00 46.736779 27.375000
3 15 411.50 382.50 45.913350 27.433333
2 12 304.50 306.00 42.789947 25.375000
4 7 121.00 178.50 34.765028 17.285714

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 2.9130
OF 3
Pr> Chi-Square 0.4052

wilcoxon Scores (Rank Sums) for variable Q04
Classified by variable Year
Sum of Expected Std Dell Mean

Year N Scores under HO Under HO Score
{fffffffffWfffffff{WU/ffffffff!W6fffffwmmfffff!~~mm
3 15 349.00 405.0 49.378319 23.266667
2 13 339.50 351.0 47.162905 26.115385
4 7 215.50 189.0 37.113064 30.785714

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 1. 8215
OF 3
Pr > Chi -Square 0.6103

wilcoxon Scores (Rank Sums) for variable Q05
Classified by variable Year
Sum of Expected Std Dell Mean

Year N Scores Under HO Under HO Score
{fffffffffWfffffff!WUffffffff!WUfffffWHHWffffwmm
3 15 421.50 412.50 49.830530 28.100000
2 13 315.00 357.50 47.564308 24.230769
4 8 290.50 220.00 39.522234 36.312500

Average scores were used for ties.

Kruskal-wallis Test
chi -Square 3.6721
OF 3
Pr > Chi -Square 0.2991

wilcoxon Scores (Rank Sums) for variable Q06
Classified by variable Year
Sum of Expected Std Dell Mean

Year N Scores Under HO Under HO Score
{fffffffffWfffffff{WWfffffff!WUfffffWMHWffffW!mH
3 15 383.50 412.50 50.451188 25.566667
2 13 279.50 357.50 48.156738 21.500000
4 8 291.50 220.00 40.014498 36.437500

Average scores were used for ties.

Kruskal-wallis Test
Chi -Square 5.2483
OF 3
Pr> Chi-Square 0.1545

wilcoxon Scores (Rank Sums) for variable Q07
Classified by variable Year
Sum of Expected Std Dell Mean

Year N Scores under HO Under HO Score
{fffffffffHffffffff{W66ffffffff!WUfffffWHHWffffwmm
3 15 341.50 412.50 50.159651 22.766667
2 13 340.50 357.50 47.878460 26.192308
4 8 256.00 220.00 39.783270 32.000000

Average scores were used for ties.
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Kruskal-wallis Test
chi -Square 2.8871
OF 3
Pr > Chi-Square 0.4094

wilcoxon Scores (Rank Sums) for variable Q08
Classified by variable Year
Sum of Expected st d Dey Mean

Year N Scores under HO Under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
1 18 513.0 495.00 5l.ll8814 l1L5000oo
3 15 355.0 412.50 49.625009 23.666667
2 13 373.0 357.50 47.368133 28.692308
4 8 244.0 220.00 39.359228 30.500000

Average scores were used for ties.

Kruskal-wallis Test
chi -square 1.4468
OF 3
Pr > Chi-Square 0.6946

wilcoxon Scores (Rank Sums) for variable Q09
Classified by variable Year
Sum of Expected Std Dey Mean

Year N Scores under HO Under HO Score
ff f f f f f f f f f f f f f f f f f f f f ff f f f f f f f f f f f f f f Jff f f f f f f f f f f f{H H IffHf ftHf
1 18 48l. bO 486.0 5l.00l) 8 l6. 777778
3 15 395.00 405.0 49.464109 26.333333
2 13 310.50 351.0 47.244846 23.884615
4 7 243.50 189.0 37.177544 34.785714

Average scores were used for ti es.

Kruskal-wallis Test
Chi -Square 2.4530
OF 3
Pr > Chi-Square 0.4839

wilcoxon Scores (Rank Sums) for variable Q10
Classified by variable Year
Sum of Expected Std Dey Mean

Year N Scores under HO Under HO Score
{fffffffffUffffffff{WWffffffffm~bfffffWHHWffffWHUU
3 15 397.50 405.0 49.572702 26.500000
2 12 283.00 324.0 46.056159 23.583333
4 8 269.00 216.0 39.396389 33.625000

Average scores were used for ties.

Kruskal-wallis Test
chi -Square 2.1710
OF 3
Pr> Chi-Square 0.5377

wilcoxon Scores (Rank Sums) for variable Q11
Classified by Variable Year
Sum of Expected Std Dey Mean

Year N Scores under HO Under HO Score
ffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffffff
1 IS '!l6.00 4115.00 51.6654"10 lS.111111
3 15 400.50 412.50 49.089749 26.700000
2 13 329.50 357.50 46.857216 25.346154
4 8 249.00 220.00 38.934696 31.125000

Average scores were used for ties.

Kruskal-wallis Test
Chi -Square 0.8171
DF 3
Pr > Chi -Square 0.8454

158



ANNEXURED

TABLES.4: Descriptive statistics for categorical variables of HOD questionnaire

Variables J Categories I Frequency ! Percentage
---- I - I lout of total

Biographic Variables

1. Years of experience 6-10 Years I 20.0%

II-IS Years I 20.0%

16-20 Years 2 40.0%

Above 20 Years I 20.0%

MEASURING INSTRUMENT

2. Management is committed towards To great extent 3 60.0%

continuous improvement. Somewhat I 20.0%

Very little I 20.0%

Not at all 0 0.0%
--

3. Management has created a culture that To great extent 2 40.0%

involves people actively seeking Somewhat 2 40.0%
opportunities, for improvement of Very little I 20.0%
performance in process and activities. -rot at all

0 0.0%
- ---
4. Top management always ensures that To great extent I 20.0%

quality objectives are communicated Somewhat 2 40.0%

effectively to all staff members. r-
Very little 2 40.0%

Not at all 0 0.0%
--

5. Student housing employees who are Strongly disagree 0 0.0%
--dealing with registration are well trained. Disagree 0 0.0%

Tend to disagree I 20.0%

Tend to agree 3 60.0%

Agree 0 0.0%

Strongly agree 0 0.0%

Unknown I 20.0%

6. Student Housing informed Faculty Strongly disagree _j 60.0%
_L......-. -
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Variables Categories I Frequency I Percentage

I
lout of total

Departments on time about number of Disagree 1 20.0%

spaces available for each department for Tend to disagree 1 20.0%
allocation of first year students. Tend to agree 0 0.0%

Agree 0 0.0%

Strongly agree 0 0.0%

7. Regular meetings are held with Exams, Strongly disagree 2 40.0%

Registration, Faculty departments, Disagree 0 0.0%
International Office and Student Housing Tend to disagree 1 20.0%
to discuss registration processes and

Tend to agree 1 20.0%
procedures.

Agree 0 0.0%

Strongly agree 0 0.0%

Unknown 1 20.0%

8. Faculty departments always adhere to Strongly disagree 0 0.0%

deadlines of submission of results to Exam Disagree 0 0.0%
department. Tend to disagree 1 20.0%

-Tend to agree 1 20.0%

Agree I 20.0%

Strongly agree 2 40.0%
f-----
9. Heads of Departments always have their Strongly disagree 1 20.0%

inputs on Registration and Placement of Disagree 1 20.0%
students. --

Tend to disagree 0 0.0%

Tend to agree I 20.0%

Agree 1 20.0%
-
Strongly agree 1 20.0%

--- --
lO. Delays of exam results impacts negatively Strongly disagree 0 0.0%

on student's registration and placement for Disagree 0 0.0%

accommodation of students. Tend to disagree 0 0.0%

Tend to agree I 20.0%

Agree 0 0.0%

Strongly agree 3 60.0%
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Variables Categories I Frequency IPercentage
, out of total

Unknown 1 20.0%

Il. If there is anticipation of delay in results, Strongly disagree 0 0.0%

Faculty Departments will always inform Disagree 2 40.0%
exams department about the matter. Tend to disagree 1 20.0%

Tend to agree 0 0.0%

Agree 1 20.0%

Strongly agree 0 0.0%

Unknown I 20.0%

12. Student Housing employees understands Strongly disagree 1 20.0%

what quality is about. Disagree 0 0.0%

Tend to disagree 0 0.0%

Tend to agree 3 60.0%

Agree 0 0.0%

Strongly agree 0 0.0%

Unknown 1 20.0%
-

13. Student Housing employees involved in Strongly disagree 0 0.0%

registration are motivated to do their job. Disagree 0 0.0%
-
Tend to disagree 1 20.0%

Tend to agree 3 60.0%
-
Agree 0 0.0%

Strongly agree 0 0.0%

Unknown 1 20.0%
-

14. Student Housing facilitates on time Strongly disagree 0 0.0%

delivery when it comes to responding to Disagree 1 20.0%
first year's application and international Tend to disagree 2 40.0%
students.

Tend to agree 2 40.0%

Agree 0 0.0%

Strongly agree 0 0.0%
I-- -- -
15. Student housing department are consistent Strongly disagree I 20.0%

when doing their selection for placement Disagree 0 0.0%
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Variables I Categories I Frequency I Percentage
I out of total

of students. Tend to disagree 4 80.0%

Tend to agree 0 0.0%

Agree 0 0.0%

Strongly agree 0 0.0%

TABLE 5.5: Descriptive statistics for categorical variables of Staff questionnaire

Variables I Categories Frequency I Percentage
I

out of total_L__
- - -

Biographic Variables

I. Years of experi ence 0-5 Years Il 36.7%

6-10 Years 6 20.0%

Il-IS Years 8 26.7%

16-20 Years 3 10.0%

Above 20 Years 2 6.7%
f-
MEASURING INSTRUMENT

2. Management is committed towards To great extent 2 6.7%

continuous improvement. Somewhat 13 43.3%

Very little 15 50.0%

Not at all 0 0.0%
--

3. Management has created a culture that To great extent 3 10.0%

involves people actively seeking Somewhat 9 30.0%

opportunities, for improvement of Very little 18 60.0%
performance in process and activities.

Not at all 0 0.0%

4. Top management always ensures that To great extent I 3.3%

quality objectives are communicated Somewhat 15 50.0%

effectively to all staff members. Very little 12 40.0%

Not at all 2 6.7%
- - -

5. Student housing has flexible policies and Strongly disagree 3 10.0%

procedures that can easily be adapted to Disagree 4 13.3%

changing customer needs. Tend to disagree 4 13.3%

162



Variables Categories Frequency Percentage

out of total

Tend to agree 13 43.3%

Agree 3 10.0%

Strongly agree 0 0.0%

Unknown 3 10.0%

6. Student Housing employees who are Strongly disagree 2 6.7%

dealing with registration are trained well. Disagree 2 6.7%

Tend to disagree 3 10.0%

Tend to agree 7 23.3%

Agree 10 33.3%

Strongly agree 3 10.0%

Unknown 3 10.0%
I--
7. Regular meetings are held with Exams, Strongly disagree 2 6.7%

Registration, Faculty departments, Disagree 9 30.0%

International Office and Student Housing Tend to disagree lO 33.3%
to discuss registration processes and

Tend to agree 5 16.7%
procedures. r--

Agree I 3.3%

Strongly agree 0 0.0%
I-
Unknown 3 10.0%

8. Student Housing hire enough personnel to Strongly disagree 2 6.7%

assist during registration. Disagree 4 13.3%
--- -

Tend to disagree 8 26.7%

Tend to agree 5 16.7%

Agree 6 20.0%

Strongly agree 2 6.7%

Unknown 3 10.0%
- ._--
9. Student Housing do reviews on a regular I Strongly disagree 2 6.7%

basis and corrective actions are Disagree 9 30.0%

implemented. Tend to disagree 6 20.0%

Tend to agree 5 16.7%

Agree 3 10.0%
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·
Variables Categories I Frequency Percentage

out of total

Strongly agree 2 6.7%

Unknown 3 10.0%

10. Student Housing facilitates on time Strongly disagree 5 16.7%

delivery when it comes to responding to Disagree 12 40.0%
first year's applications and international Tend to disagree 6 20.0%
students.

Tend to agree 3 10.0%

Agree 1 3.3%

Strongly agree 2 6.7%

Unknown 1 3.3%

11. Student Housing employees involved in Strongly disagree 4 13.3%

registration are motivated to do their job. Disagree Il 36.7%

Tend to disagree 5 16.7%

Tend to agree 4 13.3%

Agree 4 13.3%

Strongly agree 1 3.3%
r- -
Unknown 1 3.3%

-
12. Student Housing employees understands Strongly disagree 3 10.0%

what quality is about. Disagree 8 26.7%

Tend to disagree 9 30.0%
-
Tend to agree 3 10.0%

Agree 4 13.3%

Strongly agree 2 6.7%

Unknown 1 3.3%

13. Student Housing department measures Strongly disagree 4 13.3%

their performance on a regular basis. r-
Disagree 10 33.3%

Tend to disagree 6 20.0%

Tend to agree 5 16.7%

Agree 3 10.0%

Strongly agree I 3.3%

I Unknown 1 3.3%
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Variables Categories Frequency Percentage

out of total

14. Student housing department are consistent Strongly disagree 4 13.3%

when doing their selection for placement Disagree 10 33.3%
of students. Tend to disagree 5 16.7%

Tend to agree 4 13.3%

Agree 3 10.0%

Strongly agree 3 10.0%

Unknown 1 3.3%

TABLE 5. 6: Descriptive statistics for categorical variables of the student questionnaire

r- I FrequencyVariables Categories Percentage

I out of tot a]
-- -

Biographic Variables

Residence Freedom Square 1 13 21.7%

Freedom Square 2 6 10.0%

MGRI 3 5.0%

MGR2 2 3.3%

Heroes House 2 3.3%
f-
Post Graduate I 1.7%
--

Beiico 3 5.0%
-
Tygerberg 6 10.0%

Anglo 6 10.0%

Richard Sacco 1 1.7%
- --
Not residing on 11 18.3%

campus

r-Unknown 6 10.0%
---

Age 16-20 Years 17 28.3%
-

21-25 Years 31 51.7%

26-30 Years 7 11.7%
-

31-35 Years 1 1.7%

Unknown 4 6.7%
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Variables Categories I Frequency Percentage

i out of total

Gender Male 23 38.3%

Female 33 55.0%

Unknown 4 6.7%

Years of study 1 18 30.0%

2 13 21.7%

3 15 25.0%

4 8 13.3%

Unknown 6 10.0%

MEASURING INSTRUMENT

I. Student Housing Department provides an Strongly disagree 20 33.3%

excellent service. Disagree . 17 28.3%

Tend to disagree 14 23.3%

Tend to agree 3 5.0%

Agree 5 8.3%
r-
Strongly agree 0 0.0%

Unknown 1 1.7%
- --
2. Employees at Student Housing always give Strongly disagree 12 20.0%

customers individual attention. Disagree 10 16.7%

Tend to disagree 17 28.3%
-
Tend to agree 8 13.3%

~ --
Agree 10 16.7%

Strongly agree 2 3.3%
--
Unknown 1 I 1.7%

---
3. Student housing insist in the error-free Strongly disagree 10 16.7%

records. Disagree 11 I 18.3%

Tend to disagree 16 26.7%

Tend to agree II 18.3%

Agree 5 8.3%_.
Strongly agree I 1.7%
-
Unknown 6 10.0%
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Variables Categories Frequency Percentage

out of total

4. Employees at Student Housing are Strongly disagree 8 13.3%

consistently courteous with customers. Disagree 11 18.3%

Tend to disagree 17 28.3%

Tend to agree 14 23.3%

Agree 7 11.7%

Strongly agree 1 1.7%

Unknown 2 3.3%

5. First year and International students are Strongly disagree 20 33.3%

given the first priority during registration. Disagree 14 23.3%

Tend to disagree 5 8.3%

Tend to agree Il 18.3%

Agree 7 11.7%

Strongly agree 2 3.3%

Unknown 1 1.7%
t-
6. Student Housing employees always give Strongly disagree 18 30.0%

-instructions to students prior the Disagree 10 16.7%
registration period. Tend to disagree 12 20.0%

Tend to agree 6 10.0%
-
Agree 10 16.7%
-
Strongly agree 3 5.0%
-- -- ----

Unknown 1 I 1.7%
- - --

7. The behaviour of the employees in Student Strongly disagree 10 16.7%
-Housing will instil confidence to Disagree 10 16.7%

customers. Tend to disagree 20 I 33.3%
-

Tend to agree 12 20.0%

Agree 3 5.0%

Strongly agree 4 6.7%
-
Unknown 1 1.7%

--
8. All the employees in Student Housing will Strongly disagree 8 13.3%

-have the knowledge to answer customer's Disagree 7 11.7%
c- I --

167



Variables Categories Frequency Percentage

out of total

questions. Tend to disagree 3 5.0%

Tend to agree 14 23.3%

Agree 23 38.3%

Strongly agree 4 6.7%

Unknown 1 1.7%

9. Student Housing employees understand the Strongly disagree 13 21.7%

specific needs of their customers. Disagree 7 11.7%

Tend to disagree 15 25.0%

Tend to agree 12 20.0%

Agree 9 15.0%

Strongly agree 2 3.33%

Unknown 2 3.33%

10. Information provided by Student Housing Strongly disagree 11 18.3%

to assist during registration is clear and Disagree Il 18.3%
understandable. Tend to disagree 15 25.0%

-
Tend to agree Il 18.3%

Agree 6 10.0%

Strongly agree 4 6.7%

Unknown 2 3.3%
- - - --
II. Students are satisfied with Student Strongly disagree 25 41.7%

- t--Housing service delivery during the Disagree 17 I 28.3%
registration period. Tend to disagree 61 10.0%

Tend to agree 21 3.3%

Agree 6 10.0%

Strongly agree 3 5.0%

Unknown I 1.7%
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TABLE 5. 7: Descriptive statistics for categorical variables of HOD questionnaire

Variables Categories I Frequency Percentage

1 1 out of total
- - - - --- 1

Biographic Variables

I. Years of experience 6-10 Years 1 20.0%

11-15 Years I 20.0%

16-20 Years 2 40.0%

Above 20 Years 1 20.0%

MEASURING INSTRUMENT

2. Management is committed towards To great extent 3 60.0%

continuous improvement. Somewhat 1 20.0%

Very little 1 20.0%

Not at all 0 0.0%
-- -

3. Management has created a culture that To great extent 2 40.0%

involves people actively seeking t--- -- t- -- 1-
Somewhat 2 40.0%

opportunities, for improvement of Very little 1 20.0%
performance in process and activities. t--

.;

Not at all 0 0.0%
--- - j--

4. Top management always ensures that To great extent 1 20.0%
t-quality objectives are communicated Somewhat 2 40.0%

effectively to all staff members. -
Very little 2 40.0%

Not at all 0 0.0%
--

5. Student housing employees who are Strongly disagree 0 0.0%

dealing with registration are well trained. --:
0 0.0%Disagree

Tend to disagree 1 20.0%
r---.
Tend to agree 3 60.0%

Agree 0 0.0%

Strongly agree 0 0.0%

Unknown 1 20.0%
f-
6. Student Housing informed Faculty Strongly disagree 3 60.0%

t--Departments on time about number of Disagree 1 20.0%
spaces available for each department for Tend to disagree 11 20.0%

'--- ------
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Variables Categories Frequency Percentage

out of total

allocation of first year students. Tend to agree 0 0.0%

Agree 0 0.0%

Strongly agree 0 0.0%

7. Regular meetings are held with Exams, Strongly disagree 2 40.0%

Registration, Faculty departments, Disagree 0 0.0%
International Office and Student Housing Tend to disagree 1 20.0%
to discuss registration processes and

Tend to agree 1 20.0%
procedures.

Agree 0 0.0%

Strongly agree 0 0.0%

Unknown 1 20.0%

8. Faculty departments always adhere to Strongly disagree 0 0.0%

deadlines of submission of results to Exam Disagree 0 0.0%
department. Tend to disagree 1 20.0%

Tend to agree 1 20.0%

Agree 1 20.0%
f--
Strongly agree 2 40.0%

--
9. Heads of Departments always have their Strongly disagree 1 20.0%

-inputs on Registration and Placement of Disagree 1 20.0%
students. Tend to disagree 0 0.0%

Tend to agree 1 20.0%

Agree 1 20.0%

Strongly agree 1 20.0%
--

lO. Delays of exam results impacts negatively Strongly disagree 0 0.0%

on student's registration and placement for Disagree 0 0.0%

accommodation of students. Tend to disagree 0 0.0%

Tend to agree 1 20.0%

Agree 0 0.0%

Strongly agree 3 60.0%

Unknown 1 20.0%
t--
11. Ifthere is anticipation of delay in results, Strongly disagree 0 0.0%

'-- --

170



Variables Categories I Frequency I Percentage

out of total
I

Faculty Departments will always inform Disagree 2 40.0%

exams department about the matter. Tend to disagree 1 20.0%

Tend to agree 0 0.0%

Agree 1 20.0%

Strongly agree 0 0.0%

Unknown 1 20.0%

12. Student Housing employees understands Strongly disagree 1 20.0%

what quality is about. Disagree 0 0.0%

Tend to disagree 0 0.0%

Tend to agree 3 60.0%

Agree 0 0.0%

Strongly agree 0 0.0%

Unknown 1 20.0%

13. Student Housing employees involved in Strongly disagree 0 0.0%

registration are motivated to do their job. Disagree 0 0.0%

7end to disagree 1 20.0%

Tend to agree 3 60.0%
I-
Agree 0 0.0%

Strongly agree 0 0.0%

Unknown 1 20.0%
-

14. Student Housing facilitates on time Strongly disagree 0 0.0%

delivery when it comes to responding to Disagree 1 20.0%
first year's application and international Tend to disagree 2 40.0%
students.

Tend to agree 2 40.0%

Agree 0 0.0%

Strongly agree 0 0.0%
I--
15. Student housing department are consistent Strongly disagree 1 20.0%

when doing their selection for placement Disagree 0 0.0%
of students. r- --

Tend to disagree 4 80.0%

Tend to agree 0 0.0%
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Variables Categories Frequency I Percentage
I out of total

Agree 0 0.0%

Strongly agree 0 0.0%

TABLES.8: Descriptive statistics for categorical variables of Staff questionnaire

Variables Categories I Frequency I Percentage
I out of total,

- - ----~--- .-
Biographic Variables

1. Years of experience 0-5 Years Il 36.7%

6-10 Years 6 20.0%

11-15 Years 8 26.7%

16-20 Years 3 10.0%

Above 20 Years 2 6.7%
i-
MEASURING INSTRUMENT

2. Management is committed towards To great extent 2 6.7%

continuous improvement. -
43.3%Somewhat 13

Very little 15 50.0%
I-
Not at all 0 0.0%

3. Management has created a culture that To great extent 3 10.0%
I-involves people actively seeking Somewhat 9 30.0%

opportunities, for improvement of - .
Very little 18 60.0%

performance in process and activities.
Not at all 0 0.0%

-- -----
4. Top management always ensures that To great extent 1 3.3%

r- -- 1
quality objectives are communicated Somewhat 15 50.0%
effectively to all staff members. Very little 12 40.0%

Not at all 2 6.7%
-- ---

5. Student housing has flexible policies and Strongly disagree 3 10.0%
-procedures that can easily be adapted to Disagree 4 13.3%

changing customer needs. -
Tend to disagree 4 13.3%

Tend to agree 13 43.3%

Agree 3 10.0%
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Variables I Categories I Frequency I Percentage
out of total

Strongly agree 0 0.0%

Unknown 3 10.0%

6. Student Housing employees who are Strongly disagree 2 6.7%

dealing with registration are trained well. Disagree 2 6.7%

Tend to disagree 3 10.0%

Tend to agree 7 23.3%

Agree lO 33.3%

Strongly agree 3 10.0%

Unknown 3 10.0%

7. Regular meetings are held with Exams, Strongly disagree 2 6.7%

Registration, Faculty departments, Disagree 9 30.0%
International Office and Student Housing Tend to disagree lO 33.3%
to discuss registration processes and

Tend to agree 5 16.7%
procedures.

Agree I 3.3%

Strongly agree 0 0.0%
r-
Unknown 3 10.0%

--
8. Student Housing hire enough personnel to Strongly disagree 2 6.7%

-assist during registration. Disagree 4 13.3%

Tend to disagree 8 26.7%
----
Tend to agree 5 16.7%

- '_- -
Agree 6 20.0%

rlmn.,y ''''''' 2 6.7%

n 3 10.0%
- --

9. Student I lousing do reviews on a regular Strongly disagree 2 6.7%

basis and corrective actions are r--
Disagree 9 30.0%

implemented. Tend to disagree 6 20.0%

Tend to agree 5 16.7%_.
Agree 3 10.0%
---

Strongly agree 2 6.7%

I Unknown 3 10.0%
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Variables Categories . Frequency Percentage

lout of total

lO. Student Housing facilitates on time Strongly disagree 5 16.7%

delivery when it comes to responding to Disagree 12 40.0%
first year's applications and international Tend to disagree 6 20.0%
students.

Tend to agree 3 10.0%

Agree 1 3.3%

Strongly agree 2 6.7%

Unknown I 3.3%

Il. Student Housing employees involved in Strongly disagree 4 13.3%

registration are motivated to do their job. Disagree Il 36.7%

Tend to disagree 5 16.7%

Tend to agree 4 13.3%

Agree 4 13.3%

Strongly agree 1 3.3%

Unknown 1 3.3%
-- ---

12. Student Housing employees understands Strongly disagree 3 10.0%
-what quality is about. Disagree 8 26.7%

Tend to disagree 9 30.0%
t- ---
Tend to agree 3 10.0%

Agree 4 13.3%
t-
Strongly agree 2 6.7%

Unknown 1 3.3%
r-
13. Student Housing department measures IStrongl y disagree 4 13.3%

their performance on a regular basis. Disagree lO 33.3%

Tend to disagree 6 20.0%

Tend to agree 5 16.7%

Agree 3 10.0%

Strongly agree 1 3.3%

1Unknow~ 1 3.3%

14. Student housing department are consistent lStrongly disagree 4 13.3%

when doing their selection for placement Disagree 10 33.3%
---
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Variables Categories Frequency I Percentage
I
out of total

of students. Tend to disagree 5 16.7%

Tend to agree 4 13.3%

Agree 3 10.0%

Strongly agree 3 10.0%

Unknown 1 3.3%

TABLE 5.9: Descriptive statistics for categorical variables of the student questionnaire

Variables Categories ! Frequency Percentage

1
I

I out of total
- ~ -

Biographic Variables

Residence Freedom Square 1 13 21.7%

Freedom Square 2 6 10.0%

MGRI 3 5.0%

MGR2 2 3.3%

Heroes House 2 3.3%

Post Graduate 1 1.7%

Bellco 3 5.0%

Tygerberg 6 10.0%
r-
Anglo 6 10.0%

Richard Sacco 1 1.7%

Not residing on 11 18.3%

campus

Unknown 6 10.0%
-

Age 16-20 Years 17 28.3%
---- •

21-25 Years 31 51.7%

26-30 Years 7 11.7%

31-35 Years 1 1.7%

Unknown 4 6.7%

Gender Male 23 38.3%
I---

Female 33 55.0%
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Variables Categories Frequency I Percentage
I out of total

:
Unknown 4 6.7%

Years of study 1 18 30.0%

2 13 2l.7%

3 15 25.0%

4 8 l3.3%

Unknown 6 10.0%

MEASURING INSTRUMENT

I. Student Housing Department provides an Strongly disagree 20 33.3%

excellent service. Disagree 17 28.3%

Tend to disagree 14 23.3%

Tend to agree 3 5.0%

Agree 5 8.3%

Strongly agree 0 0.0%

Unknown 1 1.7%
r--
2. Employees at Student Housing always give Strongly disagree 12 20.0%

I--customers individual attention. Disagree 10 16.7%

Tend to disagree 17 28.3%

Tend to agree 8 13.3%

Agree 10 16.7%

Strongly agree 2 3.3%

Unknown 1 1.7%

3. Student housing insist in the error-free Strongly disagree 10 16.7%

records. Disagree 11 18.3%

Tend to disagree 16 26.7%

Tend to agree 11 18.3%

Agree 5 8.3%

Strongly agree 1 1.7%

Unknown 6 10.0%
- - --

4. Employees at Student Housing are Strongly disagree 8 13.3%

consistently courteous with customers. Disagree IJ 18.3%
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Variables Categories Frequency Percentage
I

out of total

Tend to disagree 17 28.3%

Tend to agree 14 23.3%

Agree 7 11.7%

Strongly agree 1 1.7%

Unknown 2 3.3%

5. First year and International students are Strongly disagree 20 33.3%

given the first priority during registration. Disagree 14 23.3%

Tend to disagree 5 8.3%

Tend to agree Il 18.3%

Agree 7 11.7%

Strongly agree 2 3.3%

Unknown 1 1.7%
f-
6. Student Housing employees always give Strongly disagree 18 30.0%

instructions to students prior the Disagree 10 16.7%
registration period. Tend to disagree 12 20.0%

r- -- - - 1----
Tend to agree 6 10.0%

Agree lO 16.7%
I--

"Strongly agree .) 5.0%

Unknown 1 1.7%
---

7. The behaviour of the employees in Student Strongly disagree 10 16.7%
---Housing will instil confidence to Disagree 10 16.7%

customers. Tend to disagree 20 33.3%
I- -- --
Tend to agree 12 20.0%
1------
Agree 3 I 5.0%

Strongly agree 4 6.7%

Unknown 1 1.7%
Ir--

8 I8. All the employees in Student Housing will Strongly disagree 13.3%

have the knowledge to answer customer's Disagree 7 11.7%

questions. Tend to disagree 3 5.0%

Tend to agree 14 23.3%
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Variables Categories I Frequency Percentage

out of total

Agree 23 38.3%

Strongly agree 4 6.7%

Unknown 1 1.7%

9. Student Housing employees understand the Strongly disagree 13 21.7%

specific needs of their customers. Disagree 7 11.7%

Tend to disagree 15 25.0%

Tend to agree 12 20.0%

Agree 9 15.0%

Strongly agree 2 3.33%

Unknown 2 3.33%
-
10. Information provided by Student Housing Strongly disagree 11 18.3%

to assist during registration is clear and Disagree Il 18.3%
understandable. Tend to disagree 15 25.0%

Tend to agree Il 18.3%
t---
Agree 6 10.0%

Strongly agree 4 6.7%

Unknown 2 3.3%
- ---
II. Students are satisfied with Student Strongly disagree 25 41.7%

Housing service delivery during the Disagree 17 28.3%
registration period.

_.
Tend to disagree 6 10.0%

-
Tend to agree 2 3.3%

Agree 6 10.0%
I-- --
Strongly agree 3 5.0%
--

Unknown 1 1.7%
...
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