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ABSTRACT

The aim of this research is to identify criteria for thaluation of support systems applicable to
public higher education institutions from a limited internatioantl national perspective. The
objectives of the research are to identify the critewailable from existing and related fields

through a literature review and to validate the evaluation critemg asi empirical study.

The existing literature describes the relevant academic ggesebut very little has been written on
criteria for evaluating support systems. The research Higr study attempts to address this
deficiency. The criteria from the Coetzee Model were usedl laasis for this research and other
models in the existing literature were also referred toudiof the Baldrige National Quality
Program for Education Criteria, 1SO 9001:2000, European Foundation QualityelMind the
South African Excellence Model. This research also drawsformation deemed important by the
Higher Education Quality Committee and the South African QualificationisoAity.

Both qualitative and quantitative data collection methods weex in the investigation. The
research instruments used included questionnaires and inter@eestionnaires were distributed
to all public universities, universities of technology, and onbrti&kon in South Africa. The results
of the study revealed that most respondents agreed with tlegi@eriteria against which units
should be evaluated; namely “leadership”, “strategic goals and perforimalnzgors”, “resourcing

and funding”, “policies and procedures” and “self-evaluation guidelingstistical analysis was

done on the criteria.

The two main findings of the research showed that the firstgareeric criteria were valid and
reliable and that there was good internal consistency amongeths in each of these criteria,

which confirms that the results were valid.

It is recommended that for future research, the study should bedegbto support units in higher
education not included in this study. The suitability of generteria and the development of
further specific criteria should be determined. Quality-reladechngements for community

engagement, where appropriate, should be adequately resourced and monitsaed €oit.

Once evaluations and surveys have been conducted on support units ushitgribe the process

of benchmarking should be used for preventing potential problems and improvirtg. resul



KEYWORDS

Administration, audit, core processes, criteria, customer, evaluationy bigiheation, key

performance indicators, principles, quality, support processes, systems



GLOSSARY
Audit

A systematic, independent and documented process for obtaining additaavand evaluating it
objectively to determine the extent to which audit criteria aféiéa (ISO, 2000b).

Audit criteria

Audit criteria indicate the requirements for institutionaliges, systems, strategies and resources
for assuring, developing and monitoring the quality of teaching anchingarresearch and

community engagement (CHE, 2004b).

Effectiveness

The extent to which planned activities are realised and planned @shiksed (1ISO, 2000Db).
Efficiency

The relationship between the results achieved and the resourcesS@3ea000b).

Policy

A policy is a guide to thinking, action and decision. A policy cantefioee, be anything that
constrains actions and decisions. Policies are essentialn$urimg the effective planning of
processes because they lay down the rules to be followed t@ ¢hauactions and decisions taken

in design and operation of processes serve the business objectives (Hoyle, 2003)
Procedure

A specified way of carrying out an activity or a process (ISO, 2000b).

Process

A process is defined as a series of actions or steps fowvaxthee particular end and performing a

series of operations to change (Oxford English Dictionary, 2007).



Programme

A programme is a purposeful and structured set of learning erpes that leads to one or more

qualifications and that will enable learners to achieve preHspe exit-level outcomes (RSA,

1996).

Quality

Definition

Description

Fitness for purpose

Judges quality in the context of mission differentiation of institutions

within the national framework.

Fitness of purpose

Evaluates quality in terms of its national goals, priorities andts&arge

Value for money

Judges quality in relation to the full range of higher education purpos
set out in the White Paper. Judgements about effectiveness areheffic
of provision will include but not be confined to labour market

responsiveness and cost recovery.

€S as

Transformation

Sees quality in the sense of developing capabilities of ledorers
personal enrichment, as well as the requirements for social developn

and economic and employment growth.

Source: CHE, 2001

Quality evaluation

Quality evaluation in education is defined as every structuridtadhat leads to a judgement of

the quality of the teaching/learning process and/or reseafoéther it is in the form of self-

evaluation or evaluation by external experts (Vroeijenstijn, 1995).

Vi



Quality management principle

A quality management principle is a comprehensive and fundahrete or belief for teaching and
operating an organisation aimed at continually improving perforenawer the long term by

focusing on customers while addressing the needs of all other staksl{t®d® 2000Db).

Quality management system

Implementing a quality management system involves directingamidolling an organisation with

regard to quality (Hoyle, 2003).

Student development

Student development refers to those extracurricular campustiastidesigned for quality of life
and personal and social development, such as leadership development, sportugeodegroups,
and student political, cultural, religious and social societées well as appropriate forms of

communication and support for off-campus students (CHE, 2005).

Student support

Student support refers to those services that support studerds idetyrto-day lives on campus, as
well as those services that support them in their acadeoric This includes, among other things,
services in financial aid, bursary and loan schemes, residestigdent counselling, library services
and resources, Information and Communication Technology (ICT) proviséafthhservices and
support for students with HIV/AIDS (CHE, 2005).

System

A system may be seen as a chain of interconnected componentsesspsthat produce strategic
results. Each component or process has a unique purpose withinstem syithout which the

system cannot function (Hoyle, 2003).

vii



TABLE OF CONTENTS

DESCRIPTION PAGE

LIST OF FIGURES ...ttt e et e e e e et et e e e e e e e tb e e e e aenrna e aeaeennen Xiii
LIST OF TABLES ...ttt ekttt e ettt e e e e e s e e e anees Xiv
LIST OF APPENDICES ... ..ottt ettt e et e e et e e e s b e e e e anneeas XV
ACRYNOMS ... et e et e et et e e e e e e e e e e n e XVi
CHAPTER 1: INTRODUGCTION ...ttt e e e e et e e e e e eatn e e e e e eeennnans 1
1.1 BACKGROUND TO THE STUDY ....cttiiiiiiiiieiiiiie ettt 1
1.2  THE LEGISLATIVE FRAMEWORK ......ooiiiiiiiiiiiiiie e 1

1.3  PROBLEM STATEMENT ... e et a e e 2
1.4  THE AIM OF THE STUDY ...ttt e e e e e e e eeananns 2
1.5 OBJIECTIVES ...ttt ettt ekt e e ekt e e ek e e e a b e e e e annnee e 2
1.6 DELIMITATIONS ..ttt ettt e ettt e e e e e e e e b e e e e annes 3
1.7 STRUCTURE OF THE THESIS ... .ot 3
CHAPTER 2: LITERATURE REVIEW ... e 5
2.1 EVALUATION ...ttt ettt e et e e e anbne s 6
2.2 CRITERIA Lottt ettt e e et e e et e e e e b e e e e nbn e e e e annes 7
2.3 PERFORMANCE CRITERIA AND KEY PERFORMANCE INDICATORS. ........ 7

2.4 PROGCESSES ..ottt ettt e e et e e e a e e e e e e nnaees 8

2.5 THE LINK BETWEEN SUPPORT ACTIVITIES AND THE CORE FUNCTION

OF AN ACADEMIC INSTITUTION ..ottt 9
2.6 SYSTEMS HIERARGCHY ...t e e e e eeenanns 10
2.7  ADMINISTRATION ... 11
2.8 MUTUAL REINFORCEMENT FRAMEWORK.........cuiiiiiiiiieeeiee 12
2.9 QUALITY ot e 13



2.10 BALDRIGE NATIONAL QUALITY PROGRAM EDUCATION CRITERIA
(BNQP) ..ottt e et ee e et et e ettt e e ettt e s et ee et et e et ee et et ee et e en et st et er et eeeen e 14

2.10.1 Overview of Baldrige National Quality Program Education Criteria (BNQP)...... 14

2.10.2 Principles of the Baldrige National Quality Program (BNQP) .........cccceeeiiiiiiiieeenn.n. 15
2.10.3 Criteria of the Baldrige National Quality Program (BNQP) .........coovvviiriviiiciiinnnennn. 17

211 1SO 900TL:2000 ... . ceeeeeeieeeeeeeet e e ettt e e e e e et e e e et a e e e aa e e e e e r e e et e e e e e e eerna s 19
2.11.1 Overview Of ISO 9001:2000 .....ccceeeeeeeiieieiiieiieiieiiiirraa e e e e e e e e e e eeeeerbas e e e e e e e aaaeaas 19
2.11.2 Principles of ISO 9001:2000 .......uuuuiiiieeieeeeeeeeeeeeeeeeeeirinrs s s e e e e e eeaeeeeeeeeaesnnssnnnaaaaaeeas 20
2.11.3 Clauses Of ISO 900L:2000 .......eueriiiiiieeeeeeeeiaiiaaiiiierbbree et e e e e e e e e e e e e e e s s s s aaaabbrereseeees 21

2.12 EUROPEAN FOUNDATION FOR QUALITY MANAGEMENT (EFQM)

2.12.1 Overview of the European Foundation for Quality Management Model (EFQM) 23
2.12.2 Principles of the European Foundation for Quality Management Model (EFQMP4

2.12.3 Criteria of the European Foundation for Quality Management (EFQM) Model... 25

2.13 PARASURAMAN GAP MODEL AND ASSOCIATED VARIANTS .......ccooiiinennn. 26
2.13.1 Overview of the Parasuraman Gap Model and associated variants......................... 26
2.13.2 Criteria of the Parasuraman Gap Model and associated variants ...............ccccooe..... 27
2.14 SOUTH AFRICAN EXCELLENCE MODEL (SAEM) .....ccoiiiiiiiiiiiiiiiiiieeeee e 31
2.14.1 Overview of the South African Excellence Model (SAEM).........ccoovriiiiiiiiiiiiiiinnnenn. 32
2.14.2 Principles of the South African Excellence Model (SAEM) ......ccooovvviiiiiiiiiiiiiieiiiiinn, 32
2.14.3 Criteria of the South African Excellence Model (SAEM) .......ccceeiiiiiiiiiiiiiiieveeiiiiiine 34
2.15 SOUTH AFRICAN QUALIFICATIONS AUTHORITY (SAQA) .ccciieieeeiiiiiiiieeeiis 35
2.15.1 Overview of the South African Qualifications Authority (SAQA) ......eceviiiiieeeeennnnn. 36
2.15.2 Criteria of the South African Qualifications Authority (SAQA) .......cccceeevviiiieeeeeeennn. 36
2.16 HIGHER EDUCATION QUALITY COMMITTEE (HEQQC) ...ccovvvviieiiiiiiiiiiiiiins 37
2.16.1 Overview of the Higher Education Quality Committee (HEQC) ..........cvvvvviiiinnnnnnn. 37

iX



2.16.2 Criteria of the Higher Education Quality Committee (HEQC) ..........ccoevvvvvvvvrnennnnnn. 37

2.17 COETZEE MODEL ...t e e e e e e e e nnaa s 40
2.17.1 Overview Of the COetzee MOUEI ..........ooiiiiiiiiiiiee e 42
2.17.2 Principles of the Coetzee MOEI ............coiiiiiiiiiieeee e a e 42
2.17.3 Criteria of the Coetzee MOUEL............oooiiiiiiii e 43
2.18 SERVICE QUALITY ettt e et e e e e e e e e e e e et e e e e e eennannas 44
2.19 DESCRIPTIONS OF THE MODELS. ..o 51
2.20 SUMMARY OF THE CRITERIA OF THE MODELS ... 55

2.21 CHAPTER SUMMARY .o e e e e e e nnnnnas 55
CHAPTER 3: RESEARCH DESIGN AND METHODOLOGY .....ccccuuiiiiiiiiiiiieeeeeeeeiiee 57

3.1 RESEARCH INSTRUMENTS AND TOOLS ... 57
3.1.1 QualitatiVe rESEAICH ......covviii e e aan 58
3.1.2 QuUANtItAtiVE FESEAICH ... .. e 58
I J0 O B O U =S 1T 1 = 11 £ SRS 58
3.1.4 Using a Likert scale to measure and evaluate questionnaire responses................... 61
3.1.5 Design of the QUESTIONNAIIE.........uuuueiiiiii i e e e e e e e e eas 61
3.1.6 TYPES Of SAMPIING .ceiieeeeieiiieteee e e e e e e e e e e e e e e e e e e e e et e e e e eaaaaeaaeeeees 62
3.1.6.1INon-probability SAMPING ......cooiiiiie e 63
3.1.6.2RaNAOM SAMPIING ...ceeiiiiiiiiiiiiieee et e e e e e e e e et e e e e e aaas 64
3.1.7 Sample selection for this StUAY ..........ccoviiiiiiiiiic e e 65
3.1.8 Validity and reliability ...........oeeuemuiiiii e ——————— 69
.19 INTEIVIBWS ... ee ettt e e e e e oo e e e e e e e e e e e e et e e e e e e e e e e e e e e e e e e a e 69
3.1.9. 1SHrUCLUIEA INTEIVIEWS ...t e ettt e e e e e e e e e e e e e e s e e 70
3.1.9.2UNSLrUCIUIE INTEIVIEWS .....ciiiiiiiiie e ettt r e e e e e e e e e 70
3.1.9.3SeMI-StrUCIUIEd INTEIVIEWS .....coiiiiiiiiiiiii et e e e 70



3.1.9.4Advantages and disadvantages Of INEIVIEWS...........cccovviiiiiiiiiiiiiiieeeee e e 70

3.1.10 Preliminary work carried out during the pilot Study.............eeciiiiiiiniiiieeiies 72
3.1.11 Data collection methods and fieldwork for the main study .............ccoovviiiiiiiicinnnnn. 73
3.2 MODELS OF SUPPORT SYSTEMS IN HIGHER EDUCATION..........cccvvvviinen. 74
3.2.1 Overview of the Support Systems Model ...........ooovveriiiiiiiiiii e 74
3.2.2 Criteria of the Support Systems Model of the main study ...........cccoeviiiiiiiciiiinnnnenn. 77

3.2.3 The relationship between the concept of quality and the Support Systes Model. 78

3.2.4 Baldrige Education Criteria for Performance Excellence Frameworkcomparison79

3.2.5 IS0 9001:2000 principles and criteria COMPAriSON .............uuuvuureriiiiieeeeeeeeeeeerreeennnnnnns 81
3.2.5.1Principles of ISO 9001:2000 ......ccceeeieiiiiiiiieieiiiiiiirr e e e e e e e e e e e eeeeaearsr e e e e e e e e aaeeeees 81
3.2.5.2Criteria Of ISO 9001:2000 ......ccceeeiieiiiiiiiiiiiiiier e e e e e e e e e e e e e eaearbb s e e e e e e e aaeeeeeeaearaaaan 82
3.2.6 European Foundation Quality Model (EFQM) criteria comparison ...........ccc......... 83
3.2.7 The Parasuraman Gap Model and associated variants ................cccceeeiiiiiiiieeeeeeeeeeene, 84
3.2.8 The South African Excellence Model criteria CompariSoN..............eeeeciiiiiieeeeeeeeeeene. 85
3.2.9 The South African Qualifications Authority criteria comparison...............cccceeeeeennn. 86
3.2.10 The Higher Education Quality Committee (HEQC) criteria comparism............... 87
3.2.11 Support Systems Model comparison with other models..........cccceeveeieiiiiiiiieeeiiiiiinnns 89
3.3 CHAPTER SUMMARY ...t e e e e e e e e e e e e eenannns 91
CHAPTER 4: DATA ANALY SIS ..ot e e e e e e 92
4.1  SELECTED INTERVIEWS ... .. 92
4.1.1 Interviews with the Directors and Heads of Department: Student Couselling .....92

4.1.2 Interviews with the Directors and Heads of Department: Student Dexopment ... 93
4.1.3 Interviews with the Directors and Heads of Department: Student Housg ........... 93

4.1.4 Interviews with the Directors and Heads of Department: Health, Safety athRisk

=] VA (o1 ISR 94

4.1.5 Interviews with the Directors and Heads of Department: Financial Adl................. 95

Xi



4.1.6 Interviews with the Directors and Heads of Departments: Quality ................cccc..... 96

4.2 FACTOR ANALYSIS OF THE GENERIC CRITERIA DATA ..., 96

4.3 DISCUSSION OF RESULTS ...ttt e e e e e nen e 111
4.3.1 Generic Crteria reSUIIS: 1—5 .....cciiiiiiiiiie et 111
4.3.2 Specific criteria reSUItS: 6-19 ......coviiiiieeiic e e e e e e e e e e 111
4.4  CHAPTER SUMMARY ...t e e e et e e e e naaanas 112
CHAPTER 5: SUMMARY, CONCLUSION AND RECOMMENDATIONS ................. 113

5.1 SUMMARY OF THE RESEARCH....... e 113
0.2 CONGCLUSION ...ttt e e e e e e e e e e e e e e e e esnn e e e e ennnn e e eeenns 114
5.3 RECOMMENDATIONS ... e e e e e et e e e e e eaans 115
REFERENGCES ... .o e ettt e e e e et et e e e e e e e et e e e e e eesaa e e e eeeeannnans 116

Xii



LIST OF FIGURES
Figure 2.1:
Figure 2.2:
Figure 2.3:
Figure 2.4:
Figure 2.5:
Figure 2.6:
Figure 2.7:
Figure 2.8:
Figure 2.9:
Figure 2.10:
Figure 2.11:
Figure 3.1:
Figure 3.2:
Figure 3.3:

Figure 3.4:

PAGE
Structure of chapter 2: Literature ReVIEW.............uuvuiiiiiiiiiieeeeeeeeeeeeeeiiii 6
POIEI IMOUE ... e e e 9
SYStEMS NIErArCNY.......ceieeeeee e 10
FOUr-18Q MOUEL.... .o 11
Mutual Reinforcement FrameWOrK............cccuviiiviiiiiiiiiee e 12
National Education Criteria for Performance Excellence Famework......... 15
The model of a process-based Quality Management System.................... 20
European Foundation Quality Model..............oooiiiiiiiiiieis 23
Parasuraman Gap MOAEL.............uuuiiiiiiiii e e e e 27
South African Excellence Model.............ccouuiiiiiiiiii 32
COBLZEE MOUEL..... e 41
Flowchart of research development............ooooiiiiiiiiiiii e 57
Structure of Support units for a typical South African Unwersity .............. 67
ClOSEd I00P SYSIEIML. ...t e e e e e e e e e e e eeeeeeaaeees 75
The Support Systems MOEL..........oooo i 76

Xiii



LIST OF TABLES PAGE

Table 2.1:  Service quality improvement ModelS............cceiiiiiieiiiiiiieeeeeeee e 30
Table 2.2:  Servqual EXPeCtatiOn SUIVEY........ccoiiiiiiiiieiiieeiieeeeiiiiiiies s e e e e eeeeeeeenennees 47
Table 2.3:  ServiCe diMENSIONS........uiiiiiiiiiiiiii et e e e e e e e nrreeeas 49
Table 2.4:  Summary of quality management models...............eeviiiiiiiiiiiiiiieeeiiiies 51
Table 2.5: Total Quality Management Models applied to higher education................ 52
Table 2.6:  MoOdel COMPAISON....uuuiiiiiiee e e e e e e e eees 54
Table 3.1: Advantages and disadvantages of questionnaires...............cccceevvvvvvevvvnvnnnnns 59
Table 3.2: Question types and deSCrPLIONS...........uiiiiiiiiiiiiic e 60
Table 3.3:  Actual number of respondents after telephonic intervemns....................... 68
Table 3.4: Advantages and disadvantages Of iNterVIeWS............coovvviiviiiiiiinnieeee e, 71
Table 3.5:  Schedule Of INEIVIEWS........ccoiiiiiii e 72
Table 3.6: SWOT analysis of the Coetzee Model.............ccoooeiiiiiiiiiii e 79
Table 3.7:  Support Systems Model comparison with other models..............cccc..ovunneee. 90
Table 4.1: The pattern matrix for the original Factor Analysis data for the geeric

(o] 1] - PSP PP RRPP T PPPPPRRRP 97
Table 4.2:  The pattern matrix for the Factor Analysis after removal of item3.1.......... 99

Table 4.3:  The pattern matrix for the Factor Analysis after the additioral removal of

1= 0 0 0 PP PPPPPRPR 102
Table 4.4: The pattern matrix for the Factor Analysis after the additioral removal of

1= 0 0 0 PP PPPPPPR 104
Table 4.5: Total variance explained for Scale-Purified generic criteria...................... 106

Table 4.6: Summary result of Cronbach Alpha and Factor Analysis after Scale
0T iTor=1 (o] o SRR 109

Xiv



LIST OF APPENDICES

Appendix A:
Appendix B:

Appendix C

Appendix D:
Appendix E:
Appendix F
Appendix G:
Appendix H:

Appendix I:

Appendix J:
Appendix K:
Appendix L:
Appendix M:
Appendix N:
Appendix O:
Appendix P:
Appendix Q:
Appendix R:
Appendix S:
Appendix T:
Appendix U:
Appendix V:

Appendix W:

PAGE
Questionnaire on Quality Evaluation Criteria for Support Systems.... 120
Questionnaire on Quality Evaluation Criteria for Student Counsellingl24

Questionnaire on Quality Evaluation Criteria for Student
DEVEIOPMENL ... et a e e e e e e eeeaaraaee 127

Questionnaire on Quality Evaluation Criteria for Health And Safety.. 129
Questionnaire on Quality Evaluation - Criteria for Student Housing.. 131
Questionnaire on Quality Evaluation Criteria for Financial Aid .......... 132
Questionnaire on Quality Evaluation Criteria for Human Resources. 136
Questionnaire on Quality Evaluation Criteria for Marketi ng............... 138

Questionnaire on Quality Evaluation Criteria for Informati on And
Communication TeChNOIOGY.........cccvviiieieiiicre e 139

Questionnaire on Quality Evaluation Criteria for Finance.................... 141
Questionnaire on Quality Evaluation Criteria for Technical Services. 142

Questionnaire on Quality Evaluation Criteria for Protection Services 143

Questionnaire on Quality Evaluation Criteria for Registrations........... 144
Questionnaire on Quality Evaluation Criteria for Examinations.......... 145
Questionnaire on Quality Evaluation Criteria for Library .................... 146
Covering Letter for QUESHIONNAINE ..........uuiiiiiiiieee e 147
Final Set of Generic and Specific Criteria............coeeeevviiviiiiiiiiiiiceeeenn 148
Support Services Evaluation QuUeSstionNaire............ccccevvvvvvvviiiiiieeeeeeennn. 171
DESCrPIVE STALISTICS. ... ieei e 172

List of Higher Education Institutions that Partici pated in the Study... 182

Overall Research Plan and DeSIign........ccouvvieiieeiiiiiiieeeeiiiieeee e 184
Support Units that were Selected for the Study.............cccceeeeiiiiiieneenenn. 185
List of Respondents t0 QUESHIONAIIES..........uuueiiiiieeeeeeeeeeeeeeeeeiiiiiies 186

XV



ACRYNOMS

EFQM
ID

ICT
HE
HEQC
1SO
NCHE
NSFAS
RSA
SAEF
SAEM
SAQA
SERVQUAL
SETA
SSCDS

TOM

European Foundation for Quality Management
Identification number

Information and Communication Technology
Higher Education

Higher Education Quality Committee
International Organization for Standardisation
National Commission on Higher Education
National Students Financial Aid Systems
Republic of South Africa

South African Excellence Foundation

South African Excellence Model

South African Qualifications Authority

Service Quality Measuring Index

Sector Education and Training Authority
Society for Student Counselling and Development Services

Total Quality Management

XVi



CHAPTER 1: INTRODUCTION

This chapter will highlight the background to the study, theslatjve framework and the problem
statement, as well as the aims and objectives of the studyl€lih@tations, research methodology

and structure of the thesis will also be introduced.

1.1 BACKGROUND TO THE STUDY

The focus on quality and the role of quality assurance in aadramsd higher education system are
prominently flagged in the recommendations of the National Cosionison Higher Education
(NCHE) contained in a report produced in 1997, entitled “A Progmarfon Transformation in
Higher Education”.

The NCHE made it clear that a comprehensive, developmemtatad quality assurance system is
central to the creation of a single coordinated higher educagistem. The NCHE argues that
quality assurance mechanisms are essential for addres$ergries in quality across institutional
academic programmes. It also sees quality assurance agpartant element of the new form of
governance proposed for higher education, as well as one of flseoivarawing private higher

education into the new system (NCHE, 1997).

Subsequently, the Education White Paper 3 of 1997 also reinforcety gsah critical discipline
for restructuring higher education (DOE, 1997). However, the pdigenot indicate how this
should be achieved. In addition it focused mainly on academic progsramd neglected to
concentrate on administrative and support services such asielbrand information and
communication technology (ICT). Administrative support servicégy pa pivotal role in
supplementing the academic development of the student. Theoflamiiteria for these services
poses a problem because these units do not know how to perforuaiheactivities efficiently. In
addition, academics fail to see the importance of the administigervices in the development of

the student.

1.2 THE LEGISLATIVE FRAMEWORK

In order for an academic institution to operate, it needs tearto legislative requirements, such
as the South African Qualifications Authority (SAQA) Adt1®95 and the Higher Education Act
of 1997 (CHE, 2002).

Academic programmes in higher education institutions use theri@riin the programme

accreditation criteria document to evaluate the quality af gregrammes; however, the document



does not include formalised criteria for administrative and stipggovices, although the Higher
Education Quality Committee (HEQC) specifies that these dhdel audited. The HEQC

institutional audit criteria document specifies that the core psaseof higher education institutions
should include teaching and learning, research and communitgesefar teaching and learning to

take place effectively, there is a need for support services&tibbe used during evaluations.
1.3 PROBLEM STATEMENT

The Council on Higher Education (CHE) recommends that there shoukfblar evaluations of
the support services that supplement the core processes of the institusidor. this reason that we

need to develop criteria against which to evaluate these supporeservic

Suitable evaluation criteria have not been formalised @onigistration and support services in
South African higher education institutions, nor does the CHE hadepth criteria for such

services.
1.4 THE AIM OF THE STUDY

The aim of this research will be to investigate critéoiaevaluating administration and support
systems from an international and national perspective, aminalise a set of criteria from those

investigated to facilitate the evaluation of support services in hegheation institutions.

International and national models will be investigated and awesigelated literature, as well as

questionnaires and interviews, will be used to analyse the models.
1.5 OBJECTIVES

This research is intended to provide a better understandingualfity management for

administration and support systems in higher education institutions.
Hence, the following objectives are designed to:
e investigate criteria available in existing related models and #ratlifre
e design a model

e develop a final list of generic and specific criteria f@rious administrative support

services.



The output from the research will enable higher educatiortutistis to use the criteria and the

model during their self-evaluation processes.
1.6 DELIMITATIONS

The study will be limited to all public universities and uniutgrs of technology, as well as one
technikon in South Africa, that have the following support units: Colimgeind Health, Health
and Safety, Student Housing, Financial Aid, Student Development, HunsourRes, Finance,
Information Communication Technology, Marketing, Protection Seryvidexhnical Support,
Library, Examinations Administration as well as Admission andifetion of Students. All other

support units are excluded from this study.
1.7 STRUCTURE OF THE THESIS

Chapter 2 contains a review of the literature on the varitesniational and national models. The
models reviewed include the Baldrige National Quality Progne for Education, ISO 9001:2000,
the Gap Model, and the South African Excellence Model, as wiiosg of the Higher Education

Quality Committee and the South African Qualifications Authority.

Chapter 3 outlines the research design and methodology used isiutlis and the research
instruments used are discussed in detail. Preliminary warktimed and a model developed. The
research methodology will take both a qualitative and a quaveitapiproach during the study. The

methodology will entail the following:

e Alist of criteria in the form of questionnaires will be semselected Heads of Departments
of public higher education institutions for comment and discussion. dbktee will be

collected from questionnaires and interviews.

¢ The information gathered from the above will be used to daterthie appropriateness of

the draft administrative and support criteria using a statistickbpac

e Interviews will be arranged with selected institution@nagers to create an awareness of
the evaluative criteria for administration and support and alsald to the key process of

the support units.

The preliminary data collected will be analysed and, from tiédyais, conclusions will be drawn.
Recommendations will be made that, it is hoped, will enhancefthetiveness of support and

administrative quality evaluations.



Chapter 4 includes the data analysis of the main study. ThstiSttPackage for Social Sciences

(SPSS) package is used to analyse the results.

Chapter 5 concludes this research and presents recommendations far stétyr



CHAPTER 2: LITERATURE REVIEW

Key terms such as “evaluation”, “criteria”, “key performangedicators”, “processes”,
“administration” and “higher education activities” will be dissed in this chapter. The intention of
the literature review was to source criteria from intdomally and nationally accepted models and

frameworks. These models are listed as follows:
International models:
¢ Baldrige National Quality Programme for Education Criteria (BNQP)
¢ International Organisation for Standardization 9001:2000 (ISO 9001:2000)
e European Foundation Quality Model (EFQM)
¢ Gap Model

National models:

South African Excellence Model (SAEM)

South African Qualifications Authority (SAQA)

Higher Education Quality Committee (HEQC)

Coetzee Model

The structure of chapter 2 is illustrated in figure 2.1 and shiosveelationship between the various

models used in the literature review.



Chapter 2:
Literature
review

Terms related to International National
the topic models models
Evaluation BNQP SAEM

Criteria ISO 9001:2000 SAQA
Performance EFQM HEQC

criteria Gap Model Coetzee Model

Administrative
and support
Quality
System
Process

Figure 2.1: Structure of chapter 2: Literature Review

2.1 EVALUATION

The use of the term “evaluation” in higher education means towls by investigation how well
units are functioning. Self-evaluation is about whether eduttiobjectives are being achieved
and whether current practice can be improved upon (Brenner, Frazeviliams, 1995). In higher
education the term “self-evaluation” is commonly used and is udetchangeably with “self-

assessment”.

Accountability involves rendering some form of account that aivityccan be carried out
effectively and efficiently (Loder, 1990). The extent to whichoactability exists within an
institution is determined by the organisational structure, itsipsland culture, and the person who

makes the decisions.



2.2 CRITERIA

A criterion is an established rule for testing the qualitp@fformance; a principle or standard by
which something may be judged or decided (Oxford English Dictionary, 2GHould be noted
that this explanation refers to principles; hence principles samilar to criteria. The words
“principle”, “standard” and “criteria” are used interchanggali this study. One of the key
objectives of the research is to gather data about crifematerion is assumed to include a valid
focus, a standard and indications of the types of evidence tagdiich to test that standard (CHE,
2004b).

2.3 PERFORMANCE CRITERIA AND KEY PERFORMANCE INDICATORS

In this study, performance indicators and goals are also referr@sl criteria; criteria can include
measurements such as objectives and weightings. The meaniitgrid or this study is used in its

narrow sense to specify what will be measured as opposed to how it widldseirad.

Key performance indicators (KPIs) are frequently used tosureacertain activities, such as the
benefits of leadership development, engagement, service @&fddain. KPIs are typically tied to
an institution’s strategy. Maurer, Kirwin and Ambrose (2004) steiewhen identifying KPIs, the
SMART method should be applied, that is, one should ask the fooguestions: Are they
Specific, MeasurableAchievable Realistic andlimely (SMART)?

Ashworth and Harvey (1994) state that the main features of penfme indicators in supporting

the management process are to:

provide relevance in terms of the mission statement of the institution

assist in the monitoring and evaluation of the institution’s aaiviti

provide data on which to make judgments on resource allocations

assist in forward planning and decision making
e ensure the acceptance and motivation of all staff.

The performance indicators, as part of the quality managemstensyn the support units referred

to in the delimitations in chapter 1, still have to be developed.



24 PROCESSES

ISO 9001:2000 highlights the importance of processes in a quality nmeagaystem (ISO,
2000a). The general requirements of ISO 9001:2000 are stated belowhearemphasis on

processes are clearly stated in the standard.
“General Requirements:

The organization shall establish, document, implement and maintpialily management system
and continually improve its effectiveness in accordance Wwhréquirements of this International
Standard.

The organization shall:

¢ identify the processes needed for the quality managementrsystd their application

throughout the organization
e determine the sequence and interaction of these processes

e determine criteria and methods needed to ensure that both the operation and cdrsel of t

processes are effective

e ensure the availability of resources and information necessaypport the operation and

monitoring of these processes
e monitor, measure and analyse these processes and

e implement actions necessary to achieve planned results anduadntimprovement of

these processes”.

The support unit processes are very relevant to this stuthatinvhen evaluations are conducted it

is important that the requirements of the processes are understood.

Hoyle (1998) maintains that “all work is a process” and shisuld be a fundamental principle in
business. A process is a set of interrelated or interactingtiastithat transforms inputs into outputs
(ISO, 2000a).



2.5 THE LINK BETWEEN SUPPORT ACTIVITIES AND THE CORE
FUNCTION OF AN ACADEMIC INSTITUTION

The Porter Model (Porter, 1985) in figure 2.2 includes two typexifities: support and primary
activities. In the literature, the term “activity” is atb interchangeably with the term “process”;

hence reference is made to core and non-core processes in Coetzee (1995).

Firm Infrastmeture (ez. Finance, Planning) \
Human Fesource Management : \ %
Suppork : ' ' ' =
artivities : Technology Development; ' \’:;=1
. : . . ;
Promwerment l l \
Inbound Ciperations Crathonand Marketing After-sale )
Logistics [DIarmafac- Logistics and Sales Service &

Primary activities

Figure 2.2: Porter Model
Source: Porter, 1985

The primary, value-adding activities referred to in the Pdwtedel include those involved in
production, marketing and sales, and after-sales service. Tleessses make up what is referred
to as a value chain (Porter, 1985). The equivalent of flve®esses in higher education is teaching

and learning, community service and research (CHE, 2004b).

The support activities referred to include those activities provide overall infrastructure, human
resources, technology and procurement functions to support the paaotiaaties. This also applies

to the higher education context.

The Porter Model (Porter, 1985) can be applied in higher educatiinthe primary activities,
ranging from inbound logistics to after-sales service, beingtedu@ teaching and learning,

research and community service. These are the core functions @frsindtitution. There is a clear



relationship between support activities such as Information Concationi Technology, Human

Resources, Finance and Infrastructure and the core activities of addgization institution.

26 SYSTEMS HIERARCHY

In figure 2.3, the systems hierarchy as presented by Hoyle (1998) critical importance for
showing the relationship between the various components of tanmsy$he principle that is
conveyed by the model is the link between the following entsgigstem, subsystem, process, work

process, task and activity.

System
(e.g. Business system)

Subsystem
(e.g. Safety and Health)

Process
(e.g. Quality)

Work process
(e.g. Audits)

Task
(e.g. Planning)

Activity
(e.g. Communication)

Figure 2.3: Systems hierarchy
Source: Hoyle, 1998 (adapted)
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2.7 ADMINISTRATION

Those persons that contribute indirectly to the organisatioo&sg whether as operators or

managers, become part of the administrative component (Parkinson, 1957).

The importance of administration is highlighted by Raymond Ackerman,BEedE Pick 'n Pay, in
the Four-leg Model illustrated in figure 2.4. Administration is depliete being one leg of the Four-
leg Model, while its relationship to the other three mairs lefthe business model is also shown.
This provides some context for the position and relevance oadh@nistration function in an

organisation. Administration as one of the four legs or domains of an atj@nisomprises part of

Ackerman’s (2005) philosophy for running a business.

Customer

Administration

Figure 2.4: Four-leg Model
Source: Ackerman, 2005

Merchandise

Promotions/
Corporate social
responsibility

People
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2.8 MUTUAL REINFORCEMENT FRAMEWORK

The Mutual Reinforcement Framework in figure 2.5 shows thgn@ent between the major
domains of a higher education system (CTP, 2004). This framewoskrmbehowever, show the
detail of inputs and outputs. This framework is similar toRbeter Model (Porter, 1985) and the
ISO 9001:2000 Model (ISO, 2000a), it is only the presentation that differs.

Domain:
Direction,
governance,
resourcing and
communication

Domain:
Support and
administrative
activitiesfor staff
and students

Domain: Core

activities,

teaching learning,

research

engagement and Domain:

entrepreneurial Impact tracking
measures

Figure 2.5: Mutual Reinforcement Framework
Source: CTP, 2004
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It is worthy of note that this framework includes support athdinistrative activities for staff and
students, which are seldom found in other frameworks. In additiamclitdes impact-tracking
measures, which are also found in the ISO 9001:2000 Model in the classifdment, Analysis
and Improvement (1ISO, 2000a).

It is evident that the framework has a few shortcomings, ascteadership”, “planning”, “quality
management” and “resource management” criteria are not tasidentify. The Mutual
Reinforcement Framework has not yet been adopted in South Africa, althdlegis ihave merit for

application to higher education institutions.
29 QUALITY

Crosby (1979) defines “quality” as conformance to customer reqeires, whereas Juran and
Gryna (1980) defines quality as fitness for purpose and thizoig strategic in nature in that it
refers to the mission of the organisation. According to Juran andaG&280), quality means
fitness for use. The end user does not always know the speocificaif the product or service
involved and therefore judges it on its fithess for use. Thikdsdefinition that the Council on
Higher Education (CHE) has adopted (CHE, 2001).

The CHE therefore defines “quality” as fitness of purpose. ithesks of purpose of the institution
Is articulated in the mission, goals and objectives in resgortbe local, national and international
contexts (CHE, 2004a). For example, a learning programme or ycesvitf high quality if it is
demonstrably relevant, desirable or feasible for those whimtereded to benefit from it. Quality is
about adding value to individual, local and national capability. Inescases the higher education
institution can determine its own purpose, free of external requmsmia other cases there are
certain non-negotiable national development requirements accaodimgich it must determine its
mission (CHE, 2004b).
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2.10 BALDRIGE NATIONAL QUALITY PROGRAM EDUCATION CRITERIA
(BNQP)

The Baldrige National Quality Program is used in this stoelyause it contains criteria that may
contribute to the final list of criteria for support systeimshigher education. These criteria may

therefore be used to improve performance during evaluations.
2.10.1 Overview of Baldrige National Quality Program Education Criteria (BNQP)

The Baldrige National Quality Program (BNQP) is the priymguwality programme in the United
States of America and has also been legislated in the goltnis a specific model for education
and is endorsed by the United States National Institute of Staratadsechnology. The criteria of
the BNQP are depicted in figure 2.6. This model assists oegmms to respond to current
challenges, for example the need to create value for studtaiteholders and the organisation,
openness and transparency in governance and ethics, and the provision of innovation thsg<apital
on knowledge assets. Self-assessment may be performed deraal improvement effort. This
assessment helps to identify strengths and highlights opporsufotiemproving processes and
results (US NIST, 2004).

The criteria are designed to help organisations use an imedgegpproach to performance
management that results in improving value for students and skd&ef)@ontributing to education
quality, improvement of overall organisational effectivenesscapabilities and organisational and
personal learning (US NIST, 2004).

The BNQP provides a systems perspective for managing atutinst and its key processes to
achieve overall performance. A systems perspective inclindesenior leaders’ focus on strategic
directions with respect to the students and stakeholders. Seadtmrdemonitor, respond to and
manage performance based on the organisational results. The &uueateria for Performance
Excellence framework is embedded in seven criteria: “lehg8rs‘strategic planning”, “student,
stakeholder and market focus”, “measurement, analysis, and kigevbeanagement”, “faculty and
staff focus” and “process management and organisational imanfice results”. The organisational
profile provides the context for the way the institution operate$ organisational performance
management guides the strategic challenges, workingomtatps and environment (US NIST,

2004).
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Baldrige Education Criteria for Performance Excellence Frameworl: A Systems Perspective

2 5
Stratesic Faculty and
‘/‘ ma:'mlz;:g Staff Focus \
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(8] izational
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\ Stadent, Process
Stakeholder, Management /’
and Market Focus

)

4
Mezsurement, Analysis, and Knowledge Management |

Figure 2.6: National Education Criteria for Performance Excellence Framework
Source: US NIST, 2004

2.10.2 Principles of the Baldrige National Quality Program (BNQP)

US NIST (2004) states that institutions have a set of plegiand values that form the basis for
integrating criteria within the BNQP. These produce orgawoisati performance results which

provide feedback for the quality management system. These prirgiplas follows:
e Visionary leadership

The organisation’s senior leaders should give direction amteciistomer focus, and
should possess clear and tangible values and high expectations. Thierdisalues and
expectations of leadership should balance the needs of all stakeholders.

e Customer-driven excellence

Quality and performance are judged by an organisation's custortenefore the
organisation must take into account all the features andathastics of their products and

services and all the modes of customer access that provide vailhe éoistomer.
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Organisational and personal learning

Achieving the highest level of organisational performance resua well-executed
approach to organisational and personal learning. Organisati@rainig includes both

continuous improvement and adaptation to change.

Valuing employers and partners

An organisation’s success depends increasingly on the knowledlg, @leativity and

motivation of its employers and partners.

Agility

Success in globally competitive markets demands agilitwedisas the capacity for rapid

change and flexibility.
Focus on the future

A focus on the future requires consideration of the short andtéwngfactors that affect

the organisation and the marketplace.

Managing for innovation

Innovation means making meaningful changes to improve an organisapooducts,

services and processes.

Management by fact

Organisations depend on the measurement and analysis of perfor@etical. data and

information about key processes, outputs and results should be gathered.

Public responsibility and citizenship

In dealing with the public, leaders should stress responsilaitity demonstrate ethical

behaviour, as well as be aware of the need to practise good citizenshtpragsal
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Focus on results and creating value

An organisation’s performance measures need to focus onekaits: Results should be
used to create and balance value for key stakeholders, thafistomers, employees,

suppliers and partners, the public and the community.

Systems perspective

The criteria of the Baldrige Program provide a systemspgetive for managing the
organisation in such a way that performance excellence isvadhig¢he core values and

categories form the building blocks and the integrating mechanism foystesns

2.10.3 Criteria of the Baldrige National Quality Program (BNQP)

US NIST (2004) states that the criteria of the Baldrige Nationaliy Program are as follows:

Organisational profile

An organisational profile is a snapshot of an organisation imflet by how it operates and
the key challenges it faces. Organisational environmentstodaow their stated purpose,
vision, mission and values. Use of terms such as “purpose”of¥jsi'mission” and

“values” varies depending on the organisation, and some organsatiay not use one or
more of these terms. Nevertheless, there should be a cleastanderg of the essence of

the unit, why it exists, and where the senior leaders want to takaittie.

Leadership

Leadership examines how the institution’'s senior leadersessldvalues, directions,
performance and expectations. Governance and how the organisatiorseslitsesthical,

legal and community responsibilities are also examined.
Strategic planning

Strategic planning assesses how the institution develop®gtr objectives and action
plans and how they are deployed. The institution's progress in auhiés objective

against its strategic plan is then measured.
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Student, stakeholder and market focus

Student, stakeholder and market focus, as a criterion, exathamesethods used to obtain
such focus. It determines the requirements, needs and expectatongreferences of
students, stakeholders and markets. The organisation builds relgsowdh students and
stakeholders and this leads to student satisfaction, loyalgerst perseverance, increased

educational services and programmes, and organisational sustainability

Measurement, analysis and knowledge management

Measurement, analysis and knowledge management assess timewtégh the institution
selects, gathers, analyses, manages and improves its datmatndn and knowledge
assets. The institution involved also manages organisationeaied uses these reviews

to improve its performance.

Faculty and staff focus

Faculty and staff focus examine the way in which the enceuragt of staff learning and
motivation at the institution enable employees to develop anthaseull potential to the

advantage of the institution’s overall objectives and action plans.

Process management

Process management assesses the key processes, works sgaténdesigns. Process
management manages and improves the key processes for impignwestk systems to

deliver student value and achieve organisational success.

Organisational performance results

Organisational performance results examines the institat performance and
improvement in key result areas. They examine student outceuwds as; budgetary,
financial and market; process effectiveness and leaderslgiforfdance levels are
examined relative to those of competitors and other organisafiomgding similar

programmes and services.
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2.11 1SO 9001:2000

The principles and clauses contained in the ISO 9001:2000 standard (ISO) @@@®aused to
assist in investigating the criteria and to determine whebesr would be useful in designing the

model.

2.11.1 Overview of ISO 9001:2000

ISO 9001:2000 has been developed by the International Organizatioarfdia&tization (ISO) and
is the accepted international standard for quality (ISO, 2000&.implementation of the 1SO
quality standard ISO 9001:2000 is influenced by the objectives, theespriovided, the processes
employed and the structure and size of the organisation. This paggassch is used to enhance
customer satisfaction by meeting customer requirements (ISO, 2080&h an approach

emphasises the importance of:
¢ understanding and meeting requirements
e the need to consider processes in terms of added value
e obtaining results of process performance and effectiveness
e processes based on objective measurement with continual improvement.

The model in figure 2.7 shows a process-based quality managemient sysl illustrates process
linkages to all relevant activities. Interested partieduting customers and other stakeholders,
play a major role in defining input requirements. Monitoring sh&sfaction of interested parties
requires the evaluation of information relating to the pgatrors of interested parties on whether or

not the organisation has met their requirements (ISO, 2000b).
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Figure 2.7: The model of a process-based Quality Mi@agement System
Source: 1ISO, 2000b

2.11.2 Principles of ISO 9001:2000

The ISO (2000b) states that the ISO 9001:2000 code of practice hasjeaity management

principles. Each principle is elaborated below:

e Leadership

Establish the direction, unity of purpose and supportive work enveohmwithin an
organisation. The internal environment must be maintained so thglepEan become fully

involved in achieving the organisation's objectives.
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e Customer focus

Organisations should understand the current and future needs andawxpeoof the

customers and strive to exceed customer expectations.

e Process approach

A desired result is achieved more efficiently when atitisi and related resources are

managed as a process.

e Systems approach to management

Identifying, understanding and managing interrelated processesyasean contributes to

the organisation's effectiveness and efficiency in achieving iecigs.

¢ Involvement of people

Ensure that all employees at all levels are able to ugeathiities fully for the institution’s

benefit.

e Factual approach to decision making

There is the acknowledgement that sound decisions should be draskd analysis of

factual data and information.

e Mutually beneficial supplier relationships

A mutually beneficial relationship enhances the ability of kbt organisation and its
suppliers to create value. Synergy can be found in mutually bexheScipplier

relationships.

e Continuous improvement

There should be a permanent institutional objective recognisingaimdy on the fact that

no process is so good that further improvement is impossible.

2.11.3 Clauses of ISO 9001:2000

Goetsch and Davies (2002) state that ISO 9001:2000 has eightscldiesenajor five clauses are

discussed briefly below:
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Quality management system (clause # 4)

To develop a system of documentation that enables an organisabierieid and managed

in a systematic and visible manner.
Management responsibility (clause # 5)

Top management commitment is essential for developing airdaiming an effective and
efficient quality management system that achieves benfgfitsnterested parties and
increases customer satisfaction. The documentation system hagddrgo periodic review

to ensure ongoing maintenance of the system.
Resource management (clause # 6)

Top management has the responsibility of ensuring that the cesow@quired to meet the
objectives of the organisation are provided. These resourceslengeople, infrastructure,
work environment, information, suppliers and partners, natural resoarog financial

resources.
Product and service realisation (clause # 7)

This involves the effective and efficient operation of ssdlon and support processes, as
well as outsourcing activities. This requires the iderifan of the inputs, processes and

outputs necessary to fulfil the customer’s needs.
Measurement, analysis and improvement (clause # 8)

This is the system of audits, corrective actions, monitoaing measurement, as well as

continuous improvement, that allows for decisions based on factual informatiataor
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2.12 EUROPEAN FOUNDATION FOR QUALITY MANAGEMENT (EFQM)
MODEL

The EFQM Model’s criteria can be used to draw up the fisiathat is part of the objectives of this
study. The use of the model is directed at achieving excellence (EFQMN, 2006

2.12.1 Overview of the European Foundation for Quality Management Model
(EFQM)

While the BNQP has been adopted by the senate of the United &t#tmerica (US NIST, 2004),
the EFQM stipulates that the European Foundation for Quality ¢ésment Model has been
adopted as the standard for quality in Europe (EFQM, 2006).

The EFQM Excellence Model illustrated in figure 2.8 was intreduat the beginning of 1992 as a
framework for assessing organisations for the European Qualiayd. The EFQM is a practical

tool that can be used in a number of ways, including self-assagsbenchmarking against other
institutions, identifying areas of improvement, a basis for antomvocabulary and a way of

thinking, and as a structure for the organisation’s management s¥R€yM( 2006).

Enablers > Results >
People People
results
[ [ Key
Leadership Policy and Processes Customer performl?nce
strategy results results
I [
Partnerships Society
and results
resources
< Innovation and learning

Figure 2.8: European Foundation Quality Model

Source: EFQM, 2006
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2.12.2 Principles of the European Foundation for Quality Management Model
(EFQM)

The EFQM Model is a non-prescriptive framework based on niiteriar Five of these are
“enablers” and four are “results”. The “enabler” statestvemainstitution does, while the “results”
state what an institution achieves. “Results” are causedraplers” and “enablers” are improved
using feedback from “results” (EFQM, 2006).

The EFQM Model in higher education is described by Pupius (2000) as follows:
¢ Continuous learning, innovation and improvement

These elements embody the principle of self-evaluation or sEEasient. The institution
will learn from the feedback it receives by reviewing itmpact of strategies and actions,
trends in results, and performance against target and by comgamaith the best in the

class by benchmarking.
e Customer focus

In education, customers include students, employers, parents, besjnesal, regional
and national agencies and research-funding bodies. Loyalty wonhdd®ured in terms of

propensity to recommend the institution.
e Leadership and constancy of purpose

Leaders include Deans, Heads of departments, academievhtaffeach students and all
administrative Directors and managers. The institution shioalg a strategic vision that
will be shared with all staff and students. This is about ‘inglkhe talk’ and ‘living the

values'.
e Management by processes and facts

Each process has an identified owner and a standards measuiramework is put be put
in place. Institutions adopting these principles would idgntihap and model key

processes and the way they relate to elements of the systemshlgierarc
e Partnership development

This encompasses the collaboration and partnerships with othiaryténstitutions, and

business and local organisations.
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People development and involvement

Trust is necessary for an effective working process thaives improvement teams and

process improvement.
Public responsibility

Defining a role within a local community, region or countryetthance the social and

economic wellbeing of the people becomes the responsibility of the public.
Results orientation

Emphasis would be placed not just on academic outcomes or qualitp@ase results, but

also on the results of student and staff surveys, and impact and commuregssur

2.12.3 Criteria of the European Foundation for Quality Management (EFQM) Model

Elements of the EFQM Model are described by the HBO Expert Group (1999oassf

Leadership

Leadership indicates how management at the relevant instaltewe! displays leadership

qualities in terms of behaviour and manner of intervention.

People management

People management refers to both the quantitative aspeatsohpel planning and to the

quality of all facets of the personnel policy.

Policy and strategy

Policy and strategy refers to the values, vision and sicapggnning of the institution,

which are all covered in this element.

Partnerships and resources

Partnerships and resources indicate how the organisation makekaupporting resources

in order to achieve the most advantageous results.
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e Processes

The identification of external analysis, vision, curriculum, studwirse components,
controlling, planning, student activities, lecturer activities, studyetaed internal analysis

is integral to an educational organisation’s success.

o People results

This element is subdivided into task and function (staff developmeork environment

(staff work conditions) and aspects concerning the institution (invareof staff).
e Customer results

To determine to what extent the customers of the institutiersatisfied: it distinguishes

between student and general customer satisfaction.
e Society results

Impact on society indicates how the institution regards its position andofuitci society,

and how interested parties in that society appraise the institution.
o Key performance results

Business results indicate the development of the institutistln regard to financial

business results and operational business results.
2.13 PARASURAMAN GAP MODEL AND ASSOCIATED VARIANTS

The Gap Model was selected to investigate criteria that & used for support systems
(Parasuraman, Zeithaml and Berry, 198B)ese criteria need to be understood when doing

quality evaluations.
2.13.1 Overview of the Parasuraman Gap Model and associated variants

In the Gap Model, differences between service expectation avidesdelivery are confirmed as a
management principle. In service delivery, it is usefubemtify critical criteria in the value chain

(Porter, 1985), as it is at this point that the customer comes into caittatte institution.

26



The Parasuraman Gap Model (Parasuraman, Zeithaml and Berry, i$98863%trated in
figure 2.9. It enables management to identify sources of quaikiyover quality problems,

pinpoint the causes of observed quality problems, and identify reasons foreolbgeality.
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Figure 2.9: Parasuraman Gap Model
Source: Ghobadiagt al, 1994

2.13.2 Criteria of the Parasuraman Gap Model and associated variants

Edvardsson, Thomasson and Ovretveit (1994) and Ghobadian, Speller and 138#shave

expanded the definitions of these “gaps” as follows:

Gap 1: The gap between customer expectations and managemengsrception of these
expectations

In some instances, management may have inaccurate perceptions of vdmeisxpect. The

reason for this is given as a lack of proper market or customer focus.
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Gap 2: The gap between management perception of customerpextations and the ability to

translate these into service quality standards

Managers often understand customers’ needs, but believe thasrtheymable to design quality
standards to meet these needs. Such organisations may bengntwilcommit to the change in
organisational systems required to meet the quality standdrdsgdp may therefore be referred to
as the planning and design gap. Short-term objectives, suchtasdostion, market share and
profitability are usually the focus, rather than developing a gema style and organisational
climate that fosters commitment in lower management learelsamong personnel with whom they
are in contact. Lack of suitable technology, financial comgsaior unrealistic customer

expectations can lead management to believe that it is impossibletoustomer expectations.
Gap 3: The gap between service quality specifications and the actualgice delivery

Some institutions may fall short of delivering the standardg tiaee set for themselves. Service
performance relies on the willingness of front-line and suppdifttstgrovide service excellence.

However, there may be various reasons why employees are unwilling or tlmdélwer a service.

Role ambiguity occurs when an employee does not possess the kreatetyaining required to
do his/her job adequately. He/She does not understand how to satisfydtoener’'s or the

manager’s expectations and this often results in high labour turnover antblabe.

Role conflict, on the other hand, occurs when the employee perdeatdseishe cannot satisfy the
demands of the individuals who are served. The employee may unddlstacdstomers require
personalised attention, while at the same time realisinghtléter time is limited in order not to
keep other customers waiting. Customers are often rude and demanditige sheer numbers of

customers may lead to role conflict among front-line staff.
Gap 4: The gap between service delivery and external communications

The lack of formal and informal feedback may lead to suchpabgfween service delivery and
external communications occurring. If the marketing departmerglaleyv advertising campaigns
independently from other departments that are expected to dile/service, staff may be unable
to deliver on the promises required to meet customer expectations. The humacesedepartment
is required to motivate, train and compensate employees and toedus integrated into the
organisation’s overall game plan. A major problem in large rosgtions with multiple business
units is the inconsistency in policies and procedures between meptstthat operate with a

relative degree of autonomy.
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Gap 5: The gap between the quality the customer perceives in a servarad his/her

expectations

Customers may perceive facilities in periods of peak demabe twadequately resourced, whereas
in reality facilities may be operating at approximately 50 @arcapacity over the rest of the
working week. Perceived quality of service depends on #eeasid direction of Gap 5, which, in

turn, depends on the nature of the gaps connected with marketing, design amy aletigesices.

Parasuramaret al. (1985) conclude that customers’ perceptions depend on comparing prior
expectations of the service with what they receive, thereRemeived Service Quality (PSQ) =
Perceptions (P) — Expectations (E).

Theoretically three possibilities may result from this comparison:

e The customer may be satisfied with the service when perosptrceed expectations
(P>E).

e The customer may be fairly satisfied with the servitenvperceptions are more or less

equal to expectations (P=E).

e The customer may be dissatisfied with the service when pgenespare lower than

expectations (P<E).
According to Parasuramant al. (1985), customer expectations are based on three issues:
¢ word-of-mouth communication; what customers have been told by others
e prior experience of the service
¢ the customer’s personal needs at the time.

Soutar and McNeil (1996) conducted a pilot study at a universitigcbiology in Australia using
the Servqual Model. The study investigated students’ views aleata and administrative quality
at the institution. The gap between perceived service and expsmtede was computed for
administrative and academic units. Regression analysis seakta determine the dimensions of

overall satisfaction. In their research, administrative servicetguas found to be unsatisfactory.

Gaps were identified in all areas (Reliability, TangiblRgsponsiveness, Assurance, Empathy,
Communication and Systems). Students regarded enrolment procaddrparking as very poor,

and were also dissatisfied with the following determinants: Kexdge, Communication, Tangibles
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and Individualised Attention. The reason for this negative assetsofethe university's

administration may have been because of a lack of communication with adrtme sttaff.

Ghobadiaret al. (1994) examine the underlying concept of “service quality” angweseveral of

the “service quality improvement models” with the aim of bnggall these ideas and models

together in order to discuss potential obstacles to servidiygugprovements. The models below

are all taken from the study. The service quality improvement modelbla?2.1, describes the five

models and their primary focus.

Table 2.1: Service quality improvement models

Model

Primary focus of the model

Quality gap analysis

A diagnostic management tool that facilitates the identification afraégalient

guality gaps; this is useful in attempting to improve the quality of theirgte

Organisational service

This model provides a framework for launching an overall quality impnewne
programme. It highlights the steps involved in an organisational quality alnig

the factors pertinent to each stage.

Service quality trade-offs

This model facilitates the identification of quality trade-offsngghree salient
service attributes. These are degrees of customisation, labasitytnd

contact and interaction.

Service journey/processing

Operational issues are depicted as the stages in a sewigeyj. They also

attempt to show the impact of the service experience at each stdge on t
formation of expectations and the perception of quality. These models ase u
in highlighting the operational areas of a service organisatiomthatmce the

quality issues.

sef

Behavioural

This model stresses the importance of the delivery personnel’s behtor
perceived quality. The vital quality factor, according to this model, is tlaadm=
between customer expectations and staff expectations. The model algs stre

the importance of the service delivery system.

Source: Adapted from Ghobadiahal.,1994

Five models were examined, each with a different focus and ermmphasas found that the Gap

Model was the most commonly used. A quality model should idealfble management to
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identify sources of quality improvement, to discover quality probleto identify causes of the
quality problems and to suggest possible actions for rectifyiagothblems (Ghobadiaet al.,
1994). There are various determinants of quality and, accordi@dnroos (1978), quality has

three dimensions:

e Technical quality of outcome- the actual outcome experienced by the customer; the

service outcome can often be measured by the customer.

¢ Functional quality of the service encountehow the customer receives the service. This is

often perceived subjectively.

e Corporate image- the customers’ perceptions of the institution. The instigiomage
depends on the technical and functional quality, price, exteammenication, physical

location, appearance of the site, and the competence and behaviour of esployee

Cheng and Tam (1997) propose seven models for education: ther@dgpecification Model, the
Resource Input Model, the Process Model, the Satisfaction Mduelld¢gitimacy Model, the
Absence of Problems Model and the Organisational Learning Motiel. uBefulness of these

models is limited and they are not universally adaptable.

The interrelationship of the models as a system, including input,gsrac& output in the form of a

chain and the performance of each part influencing the athelso suggested by the Coetzee
Model (Coetzee, 1995). The goals of an educational institeaonreflect the expectations of the
customer. The Resource Model looks at institutional processesis outcomes, whereas the
Process Model looks at internal processes. The Goal and SatiifiModel focuses on the goals
and their outcomes, and the Satisfaction Model deals with trefas#itn of the constituencies

concerned. The Legitimacy Model involves relationships with communitigé$saaimed at building

a public image. Institutions may try to achieve their ownityueriteria, but poor performance and

ineffectiveness may emerge if they are ignorant of other criteria.
2.14 SOUTH AFRICAN EXCELLENCE MODEL (SAEM)

The SAEM assesses the excellence of an organisation. Ivésvall the people in the organisation
in constantly improving their processes. This model was choseuadeeitduilds on the EFQM and
the BNQP. The criteria of the SAEM will be used to contriktote¢he list of criteria for various

administrative support services, which is one of the objectives stullg.
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2.14.1 Overview of the South African Excellence Model (SAEM)

The SAEM Model contains 11 self-assessment criteria wischepicted in figure 2.10, and
suggests a number of approaches to self-assessment. The rotitltefathe development of self-
assessment of performance excellence by applying critenitained in the model. Aiming for
performance excellence is the best route for achieviogngetitive advantage and organisations
that have pursued excellence have generally done so by implementility quprovement
processes. This model enables the organisation to assgsxfiignance objectively against a
number of internationally recognised criteria, identify therggths of the organisation, single out

areas for improvement, set improvement plans in action and repeabteep(SAEF, 1997).

Enablers Results
Policy and n | | Impact on | B
1 strategy society U
S
L P I
i | | Customer and market| | (F; | | Customer a E
D focus C satisfaction S
E E S

R S

S | | People management | | S | | People | R
H E satisfaction E
I S S
P U
: ) 1| L
| Resources andinfo || | Supplier and partnershig | 1
management performance S

A

Continuous improvement

Figure 2.10: South African Excellence Model
Source: SAEF, 1997

2.14.2 Principles of the South African Excellence Model (SAEM)

The SAEM attempts to instil an operating philosophy that etflealues including a passion for
excellence, integrity, pursuing strength in diversity, ubuntu, addingeyalillingness to improve
and transparency. These values and concepts are the foundatiangedoating key business

requirements into a results-oriented framework (SAEF, 1997).
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The SAEF (1997) shows that the core principles underpinning the model allews:f
e Leadership

Creating strategies that set direction, tangible valuek hagh expectations, and which

encourage people to excel.
e Results orientation

Excellence is dependent on balancing and satisfying the needs thalhtestakeholders.
e Customer-driven product and service

The customer is the final judge of the product quality and ser@eatures and

characteristics.
e People development

This is the focus on people development and their involvementiniag the goals of the

institution.
e Continuous improvement

This relates to incremental change and becomes part of the cultbesidtitution.
e Continuous learning

This entails adaptation to change, which leads to new goals andaelpps as part of

continuous learning.
¢ Management by fact

Measurements must derive from the organisation’s strategym@vitle critical data and

information about key processes, outputs and results.
e Valuing employees

This involves investing in the development of the workforcea etrategic initiative by

valuing human capital.
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Developing partnerships

Partnerships are developed both inside and outside the institasostakeholders are of

strategic importance.
Waste prevention

This entails the prevention of waste by building quality iptocesses, products and

services.
Long-range view

A long-range view of the future is taken in order to pursu&ketdeadership and long-term

commitment for key stakeholders.

2.14.3 Criteria of the South African Excellence Model (SAEM)

In their document, the South African Excellence Foundation disctiss&AEM model and a brief

overview of the key elements follows below (SAEF, 1997).

Leadership

The behaviour and actions of the executive and team and allle#lders inspire, support

and promote a culture of performance excellence.

Policy and strategy

This is the way in which the organisation formulates, deplagd reviews policy and

strategy and turns them into plans and actions.

Customer and market focus

This is how the organisation determines the needs, requiremenexp@ctations of its

customers and markets, enhances relationships with them and detehingatisfaction.

People management

The people management processes implemented by the organisdéase the full

potential of its people to achieve the goals of the institution.
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¢ Resources and information management

This is the way in which the financial and material resourcésrmation technology and

knowledge are managed by the organisation.

e Processes

This element is concerned with the way in which the orgaaisatentifies, manages,

reviews and improves its processes.

e Impact on society

This element describes what the organisation is achievirgptisfying the needs and

expectations of the local, national and international community a&.larg
e Customer satisfaction

This element refers to the processes in the organisatiorathadimed at achieving the

satisfaction of its internal and external customers.

o People satisfaction

These are the processes and strategies employed by the orgammsatder to satisfy in its

people.
e Supplier and partnership performance

These are the management processes that have been put in placeganisation to direct

the supplier and partnering processes.
e Business results

This element, business results, describes what the orgi@nisaachieving in relation to its
planned business objectives and in satisfying the needs andagixpescof everyone with a

financial interest or other stake in the organisation.
2.15 SOUTH AFRICAN QUALIFICATIONS AUTHORITY (SAQA)

The core criteria that training providers need to satisfy inrdeevelop a quality management
system for their institution are specified by SAQA and providers need torootd these criteria in
order to receive accreditation (SAQA, 2001).

35



2.15.1 Overview of the South African Qualifications Authority (SAQA)

The South African Qualifications Authority Act of 1995 defines duoation and training provider
as a body that delivers learning programmes that culminate aifisgeNational Qualifications
Framework standards and/or qualifications, and that managesasgssment (SAQA, 2001).

Details of this framework are given below as per SAQA (2001).
2.15.2 Criteria of the South African Qualifications Authority (SAQA)
e Policy statement
The policy statement spells out the organisation’s aims, objectives and¢sirpo
¢ Quality management systems

Quality management systems identify processes and outline presddurimplementing

quality management in the organisation.
e Review mechanisms

Review mechanisms outline the ways in which the implementatiompoti€ies are

monitored.

e Programme delivery

Programme delivery outlines how learning programmes are develdpédered and

evaluated.
e Staff policies

Staff policies outline the policies and procedures for stafécten, appraisal and

development.
e Learner policies

Policies and procedures for selecting learners are outlageeell as the way in which
learners should be given guidance and support. The words |leandestudents are used

interchangeably throughout the thesis.
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o Assessment policies

Assessment policies outline policies and procedures for diffesems of assessments and

how they should be managed.
e Management system and policies

The management system and policies indicate the financial, athaiivie and physical

structures and resources of the organisation, as well as poligiesafntability within it.
2.16 HIGHER EDUCATION QUALITY COMMITTEE (HEQC)

In this section, the criteria for the Higher Education Quaiynmittee (HEQC) will be discussed
and a review of this will assist panel members in guidwaduations during institutional audits and

reviews.
2.16.1 Overview of the Higher Education Quality Committee (HEQC)

The HEQC is a sub-committee of the Council on Higher EdutdtHE). The purpose of the
HEQC is to ensure that institutions of higher learning prowerequired quality. The HEQC
provides target areas, which give support for teaching and ngarmesearch, community
engagement, and the interaction of quality management withutisstiéal planning and resource
allocation to form key pillars of non-academic support. In asliitistakeholder surveys and
benchmarking are proposed as tools for understanding and improving sappéty (CHE,
2004b).

In assessing the extent to which non-academic quality revsawsshave been formalised
within the context of South African higher education, it is usefulliscuss the HEQC's

institutional audit criteria.
2.16.2 Criteria of the Higher Education Quality Committee (HEQC)

The CHE introduces certain general and institutionally releaiteria within the context of
auditing (CHE, 2004b). These criteria are shown below:
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Value for money

This is the extent to which the institution offers itarleers and stakeholders value for

money.

Fitness for purpose

This entails ensuring that the tasks performed in thelitistit are aligned with the purpose

of the institution.

Transformation

This is the extent to which changes in the country are beingnmanodated at the

institution.

Institutional mission — links between planning, resource allocation and quality

management

This entails the fitness of purpose of the mission of thitutien in response to the local,
national and international context (including transformatiosaliés). It includes links

between planning, resource allocation and quality management.

Use of benchmarking, user surveys and impact studies at the institon

This would be the extent to which the institution engages in bear&img, where
appropriate, and draws on user surveys and impact studies farrffeses of planning and

setting priorities for quality development and enhancement.

The CHE document “Criteria for Institutional Audits” (CHE, 2004tjtes the core functions of an

institution, but there is also a need to ensure that the suggoites of an institution have criteria

as well. Examples of support needs that should be included areasisennfrom the document as

Academic planning

A well-developed academic plan should be implemented efficiently.
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Quality management mechanism

Quality management mechanisms should ensure and enhance the afuidéching and

learning.
Quality improvement plan

A quality improvement plan with set priorities, and adequate resm,rtimeframes and

indicators of success should be institutionalised.

Staff development policies

There should be staff development policies in place that promote the eocgpef staff.
Student access

Mechanisms should be in place for promoting access to learners fragimatiaed groups.
Student management information system

There should be a system in place for storing and updatingedeiafiormation about

learners in order to inform policy, planning, implementation and review lavalks.

Efficient structures and procedures

Efficient structures and procedures should be present to erfmuréntegratedness” of

academic provision and academic support.

Staffing

Academic services should be adequately staffed and the ngciedsastructure should be
in place. The institution should provide development opportunities for supfadftto

update their expertise and keep abreast of developments in their field.

Resourcing

Academic services should be adequately resourced in order fotdtfaHil their functions

properly.
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Certification

Systems for managing the processing and issuing of certifslabedd be in place.

Student support and development

Systems for student support should focus on empowering learnalsetpdrsonal control
of their own development by providing opportunities for the exercisghoice, decision
making and responsibility within a supportive environment in arm@romote autonomous
learning. Educational, personal and vocational guidance should be ittednto and
demonstrate ethical ways of working, and offering impartial, confidle support and
advice; it should also be available and accessible to afidesy at all stages from pre-entry
to career decisions. Guidance arrangements should rest on an asswhmgquality of
opportunity for all learners, with additional resources and steseigvested in those
learners who are likely, for whatever reason, to be disadvahtadkeir learning or career
development (HEQC, 1996).

Student representation and communication

The ability of staff, learners and other stakeholders to ¢onérito quality assurance
processes for awards and the learning environment is ensureddrgdtien, development,

accessibility and effective use of opportunities for representation.

Institutions need to develop a means of identifying complaints ambagces, and
mechanisms through which some of the difficulties can be resolmedases where
complaints and grievances are upheld, institutions should take aatioifier individual
redress and/or to change current systems and practices, and tthesmkehanges known
(HEQC, 1996).

The relevance of the above criteria is that they can be used whaatex@Bupport Systems.

2.17 COETZEE MODEL

This section gives an overview of the Coetzee Model, angritxiples and criteria will be
discussed. The criteria contained in the Coetzee Modelt{€mel995), as depicted in figure 2.11,
will be compared with those of other models, since the stuglyiress the drawing up of a list of

evaluation criteria for support systems.
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Figure 2.11: Coetzee Model
Source: Coetzee, 1995
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2.17.1 Overview of the Coetzee Model

The criteria mentioned in the models that have been discussédasBNQP, ISO 9001:2000,
SAEM, EFQM, Gap Model, HEQC's Institutional Audit Criteria anfiCEA, will be used together
with those of Coetzee’s Model in order to develop the Support Systems fmothes study.

The interrelationships in the model between stated customer arddielivered customer needs
which form a system, with input, process and output forming a emalrthe performance of one

part influencing the other, are also included in the Coetzee Model.
2.17.2 Principles of the Coetzee Model

In the Coetzee Model (Coetzee, 1995), as shown in figure 2.1brghaisation’s environment is
divided into four areas. These are the external environnimentask environment, the domain and
the core process. The most fundamental function of the organisatibe core process, with the
domain, task environment and external environment each exerting @enicdl from the sidelines.

A brief description of each of the areas follows as per Coetzee (1995):
e External environment

The external environment of the institution includes economioffscthe social milieu, the
political conditions, the legal structure of the societyhich the institution finds itselihe

technological spectrum and the ecological situation.
e Task environment

The task environment is unique in that no agreements have bedredeaith either
suppliers or customers. The task environment essentially ic#gahe strategic choices of
the domain with respect to potential student intake, markets andudtres to be serviced

and the overall strategic approach of the institution.
e Domain

The domain of the institution refers to agreements alreadhedawith regard to inputs
from and outputs to the institution’s environment. The domain diageimstitution’s claim
with respect to the range of qualifications offered and typesaoket served. In a sense, it
attempts to equate “what the customer wants” with “what themestgets”. The domain

includes suppliers, customers, staff, contractors and subcondtdttieran area of greater
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uncertainty than the core processes, but its relativdistatith regard to student, staff and
supplier agreements protect the core process from the rdséxéernal environment. The
choice of domain allows an institution to reduce or increasentpadt of environmental

uncertainty on the institution.

Core processes

The core processes may be described as that part of the institutindinattly relevant to
the primary activities for achieving goals. Primary dtiés for a higher education
institution include inbound logistics of inventory, staff and learneeg processes such as

teaching, research and community service, and outbound logistics such as graduate

2.17.3 Criteria of the Coetzee Model

The criteria of the Coetzee Model (Coetzee, 1995) are described below:

Environmental turbulence

Environmental turbulence comprises factors in the environmerit rifzyy affect the

institution, such as legislation covering the HEQC and SAQA.
Strategic quality intent

Strategic quality intent is an indication of the way managermat the relevant institutional

level makes provision for a strategic plan.

Customer focus

Customer focus means that “what the customer wants”, “theroas gets” by delivering

on the stated customer needs.
Management responsiveness

This entails management’s control of the quality system consistingukirprocesses and

outputs.
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2.18 SERVICE QUALITY

There is a separate set of service quality criteria ¢ha be used for support systems during
evaluations (Parasurama al., 1985). Defining the quality of a service is more difficult than
defining quality in manufacturing, since there is nothing tangiblde shown in the service

industry. Quality is the difference between the perception and expectatcunee.
Service quality is looked at for the following reasons:
e Strategic plans should include goals and actions of service quslitsis
o Critical service quality criteria are identified for each suppait and key customers
e Service quality criteria can be used as benchmarks of good practice
e Service quality is evaluated across campus by student satisfactieys
o A formalised process for corrective and preventative action islajesd.

The evaluations that are carried out during audit processesmile whether service quality is
satisfactory. Services were first defined by Rathmelb§)9 Gronroos (1982) introduced the
concept of perception minus expectation and Parasuraman, ZiethanBearyd (1985) then

developed their Gap Theory. Edvardssdbral. (1994) gives an alternative definition called ‘right

quality’ compared to Rathmell (1966) who defined services as behavioural.

More focus should be placed on people. Learning and change managkmédtbe emphasised as
they are key to the success of an institution (Deming, 1986)opleéocus invariably means that
an institution’s staff needs to acquire an understanding of theepb of service quality. The
literature on the topic has progressed and various authosh@néng a greater interest in service
quality. In the history of this literature the similaritiés in the dimensions of Parasuramenal.
(1985) and Parasurama al. (1988). The service quality dimensions can be used asiariter

evaluating support systems.

Rathmell (1966) and Hill (1995) define services as behaviourdl describe them as deeds,
performances or effort. Gronroos (1982) developed a perception mkpectation concept of
service quality, referred to as the Gap Model, which was @ed by Parasuraman al. (1985).
Customers’ perceptions depend on their comparison of their priecetns of the service with
that which they receive, that is, perceived service. Thuscsequality and productivity depend not

only on the performance of the service provider's personnel,|lsotoa the performance of the
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customer, which again may make quality management problemat&ddition, many service

encounters require close personal interaction between a sewtgeprand his or her customer.
Gronroos (1983) argues that there are two types of institutional sejadity, namely:

e technical quality; which is what the customer is actually xogifrom the service

¢ functional quality; which involves the manner in which the service ijodelivered.

Lehtinen and Lehtinen (1983) view service quality as an interatiétween the customer and the
elements of the service institution. They add three additmunelity dimensions to the two types of

service quality discussed in Gronroos (1983). These are identified as
e physical quality; which includes physical aspects of service
e corporate quality; which involves institutional image or profile
e interactive quality; which is derived from customer interaction.

Berry, Ziethaml and Parasuraman (1985) state that percepmifosservice quality result from
comparing expectations prior to the service with the custoraettgl experience of the service. If
the customers’ expectations are met, service quality iepertas satisfactory; if they are not met,

then it is perceived as unsatisfactory.

Edvardssoret al. (1994) have taken Bermt al’s (1985) definition a step further and defined the
term “right quality” as meeting the specifications or reguents that were laid down for the
service on the basis of the customers’ demands and needs, and llfigfulfie customers’

expectations.

Hill (1995) states that, in the literature, there is fairljdespread agreement that quality
differentiates services from manufacturing goods. Servicesnated as intangible, perishable,
inseparable from production and consumption, and heterogeneous. One wistispct of such

services is that customers are often part of the productiondeliMbry processes. In higher
education, the variables of service quality include expectatipereeived service performance,
disconfirmation, and the relationship between customer satmfaand perceived service quality.
Disconfirmation is defined as the disparity between the custdregpectations and perceived
service performance. Knowing what customers expect is the ficsshaasibly the most critical step
in delivering service quality. Such needs and expectationsinfiteenced by word-of-mouth

communications (what customers hear from other customers), perseeds (determined by
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customers’ characteristics and circumstances), past expeeéiie service (or a related service)
and external communications from the service provider. One of ritldems facing providers
seeking to improve service quality is that a body of meaningfiibqmeance measures does not
exist. In the United Kingdom, learners are viewed as the pyicastomers of higher education,
thus one approach to service quality management that to some @sdantvents the performance
measure difficulty would be to attempt to align, as closelpassible, learners’ expectations with
their perceptions of service performance. In this reseanehfallowing non-academic points of
student satisfaction were discussed: computing facilitiesariibservices, university bookshop,
careers services, counselling/welfare, financial sesyibealth services, accommodation services,

learners’ union, catering services and physical education.

Kwan and Ng (1999) state that some institutions use the SeQiedity Measuring Index
(Servqual) as developed by Parasurambal (1985) to measure the quality of service offered.
Table 2.2 shows how Servqual was used during this study irsdhad of the measurements are
used as criteria in the methodology. The Servqual dimensions evantto this study when placed
under appropriate headings and their measurement is done on a imeesttafe. Kwan and Ng
(1999) claim that for example, learners from Hong Kong who are m@agmatic may place less
value on campus life as an indicator of quality of education, aové ralue on assessment. The
following non-academic indicators were identified by their study: conceredrners, facilities and
social activities. Concern for learners includes advisorglabitity, advisors’ interest in learners’
progress and the development of learners’ course plans by adW#aoilgies include places that
are quiet and available for study purposes, facility cleardjreegilability of library facilities and
suitable relaxation areas for learners. Social activitielude clubs that can be joined and social

events for learners.
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Table 2.2: Servqual Expectation Survey

Strongly Strongly

Disagreg&gree
1. Excellent organisations will have modern-looking equipment. 12345617
2. The physical facilities at excellent organisations will be Wiga@pealing. 12345617
3. Employees at excellent organisations will appear neat. 12345617
4. In an excellent organisation materials associated with the esésvich as 12345617

pamphlets or statements) will be visually appealing.

5. When excellent organisations promise to do something by a certainh@aype,t 2 3 4 5 6 7
will do so.

6. When a customer has a problem, excellent organisations will show@sinde 2 3 4 5 6 7
interest in solving it.

7. Excellent organisations will perform the service right the tiirss. 12345617
8. Excellent organisations will provide their services when they peotmido |1 2 3 4 5 6 7
So.

9. Excellent organisations will insist on error-free records. 1234567
10. Employees in excellent organisations will tell customers exactlywhe |1 2 3 4 5 6 7
services will be performed.

11. Employees in excellent organisations will give prompt service to 1234567
customers.

12. Employees in excellent organisations will always be willing to help 12345617
customers.

13. Employees in excellent organisations will never be too busy to respondito2 3 4 5 6 7
customers’ requests.

14. The behaviour of employees in excellent organisations will instil 12345617
confidence in customers.

15. Customers of excellent organisations will feel safe in thesdions. 12345617
16. Employees in excellent organisations will be consistently courtedus wjtl 2 3 4 5 6 7
customers.

17. Employees in excellent organisations will have the knowledge to answer 1234

a7
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Strongly Strongly
Disagreagree

customers’ questions.

18. Excellent organisations will give customers individual attention 1234567

19. Excellent organisations will have operating hours convenientto all theirl 2 3 4 5 6 7

customers.

20. Excellent organisations will have employees who give customers derscha?2 3 4 5 6 7

attention.

21. Excellent organisations will have the customers’ best intetedstsud. 123456

22. The employees of excellent organisations will understand theispestis| 1 2 3 4 5 6 7

of their customers.

Source: Parasuraman, Zeithaml and Berry, 1988
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Parasuramamet al. (1985) identify 11 quality factors associated with service dgimms. A brief

definition for each dimension follows in table 2.3.

Table 2.3: Service dimensions

ce.

at

Dimension Description

Reliability Consistently perform the promised service dependably and accurate

Responsiveness Willingness of employees to help customers and provide prompt ser

Competence Knowledge and skills of personnel in performing the service.

Accessibility Approachability and ease of contact with the service institutionrend t
personnel. It includes waiting time to receive service, convenientdoca
and convenient hours of operation.

Courtesy Consideration by the service personnel for the customer and any pro

belonging to the customer. It includes politeness, friendliness, neatne

cleanliness of contact personnel and respect.

perty
eSS,

Communication

Keeping customers informed in a language that they can understand
listening to them. It includes questioning the customer about needs,

explaining the service, giving information during the course of service
provision, assuring the customer that the problem will be handled an

asking for feedback.

and

D

Credibility Trustworthiness, honesty, having the customer’s best interest at hear
Freedom from danger, risk or doubt.
Security Safety of customers and their possessions, including confidentiality.

Knowing the customer

Making the effort to understand the customer’s needs. It includes

individualised attention and recognising the regular customer.

Tangibles

Physical evidence of the service. The appearance of personnel,
cleanliness, tools or equipment used to provide the service, physical
representation of the service product used in the service package, ot

customers in the service facility.

her

Customisation

Ability to adjust the service to meet the needs of the customer.

Source: Parasuramanal.,

1985
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In further research, Parasuraman, Zeithaml and Berry (1991) refined thkiomwservice quality to
include the following five dimensions: reliability, tangiblessponsiveness, assurance and empathy

and referred to them as the “dimensions of quality”.

Goetsch and Davies (2002) discuss the concept of service goaléiation to the application of
ISO 9001:2000, and they define the characteristics of service quality as

o facilities, capacity, number of personnel and quantity of materials
e waiting time, delivery time and process times of administrative tasks
¢ hygiene, safety, reliability and security of customers

e responsiveness, accessibility, courtesy, comfort, aesthetieavifonment, competence,

dependability, accuracy, completeness, credibility and effective coication of learners.

It is evident from the review of the literature that Parasarset al (1985) and Goetsch and Davies
(2002) are in agreement with regard to quality dimensions ssicteli@bility, responsiveness,
competence accessibility, courtesy, communication, credibiligyrig and tangibles and are in
disagreement on knowing the customer and customisation as petvafe quality. Hill (1995),

and Kwan and Ng (1999) are concerned with learners and facilitlike Goetsch and Davies

(2002) are concerned only about facilities. All three authors have théidagititerion in common.

Evaluation criteria for selected administration and supportesys in South African higher
education institutions could perhaps apply some of the abovearites particular support unit

since service quality dimensions are important when dealing with cerstom
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2.19 DESCRIPTIONS OF THE MODELS

The descriptions of all the models discussed in this chaptési@e in table 2.4. A comparison of

the criteria for each model is included in this discussion.

Table 2.4: Summary of quality management models

Model

Description

BNQP

Based on a framework of performance excellence that can be used by
organisations to improve performance. Includes seven categoriesgfcr
“leadership”, “strategic planning”, “customer and market focus”,

“measurement, analysis, and knowledge management”, “human resou

focus”, “process management” and “results”.

it

rce

ISO 9001:2000

International standard for generic quality assurance systems. Cahcern
with continuous improvement through preventative action. Elements af
customer quality and regulatory requirements, and efforts are made to
enhance customer satisfaction and achieve continuous improvement. ]

model consists of eight principles and eight clauses.

4]

I'his

EFQM

A non-prescriptive framework that establishes nine criteriad@iv
between enablers and results), suitable for any organisation fosingses

progress towards excellence.

SERVQUAL

Instrument designed to measure consumer perceptions and expectatiq
regarding quality of service in five dimensions: reliability, tangple

responsiveness, assurance and empathy and to identify where gaps e

ns

Xist.

SAEM

The South African version of Europe’s Excellence Model. Self-assessn

is used with this framework. This model has eleven criteria.

hent

HEQC

The founding document of the CHE states that it is the responsibility of
higher educations institutions to make provision for quality. Ten crixeea

related to support systems.

SAQA

Providers of training and education must ensure that they comply with
core criteria for quality to ensure that a certain quality starftesdeen

maintained. This model has eight criteria.

the
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Brookes and Becket (2005) expanded the benefits and limitatiofstaf Quality Management

(TQM) Models when applied to higher education in table 2.5.

Table 2.5: Total Quality Management Models appliedo higher education

BNQP

Benefits: Limitations:

« Evident in operational elements; strategic| ¢ It is primarily aimed at institutions based in
and budget planning, careers, outreach and the USA.

information services

* May be immediate and long standing

ISO 9001:2000

Benefits: Limitations:

D
—_

< Quality certification can improve inter- » Scientific control is less achievable in high
departmental working conditions, student education than in manufacturing.

enrolment, and staff/supplier satisfaction. | Strategic planning is not that prominent

e Continuous improvement achieved through

preventative action.

EFQM

Benefits: Limitations:

* Integrated map of the management issues » More relevant to service functions.
valued and useful for securing confidence|of Dilemma of applying business language ta
stakeholders. public sector.

* Useful as a basis of self-assessment. * It may be 3 to 5 years before benefits are

» Tests relationship between enablers/results. evident.

» Challenges regarding managerial skills and

top-level commitment in higher education.
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SERVQUAL

Benefits:

Enables assessment of internal and exter
customer views which is important in a

competitive environment.

nal Student culture impacts on perceived

Limitations:

importance of different elements of higher

education and thus on perceptions of quali

Performance indicators related to
management processes but do not addres

education quality.

SAEM

Benefits: Limitations:

* The use of this model demonstrates * Not ideal for organisations operating global
commitment to excellence in the South as the framework is only supported in Sout
African organisation. Africa.

HEQC

Benefits: Limitations:

» Places specific emphasis on higher

* A new system that is evolving as a quality

education in South Africa. management system for institutions of high
« Conformance to national legislation. learning.
SAQA
Benefits: Limitations:

« Standards for primary, secondary and

tertiary institutions are set by one body.

* SAQA and HEQC criteria must be brought
into alignment along with professional

bodies.

Source: Adapted from Brookes and Becket, 2006
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Table 2.6: Model comparison

International models

National models

2 S 2 3 2
& 23|32 |3 20
I © g [ X 5 S
w | § 5| 599 L <
Criteria B |2 Q|2 £ | s S SS9
= Z o c s e = 22 5 %
v | wE| S | @ © = I §| e
¢ 255|588 53|55 ¢
O lma|9® | 1&|a n= |l TO
Environmental turbulence \ X | X \ X X \
Strategic quality intent — tag N X [V X N N N
environment
Stated customer needs — N N N N X N
domain
Delivered customer needs N R \ \ X \
domain
Management responsivene X VX X X N \
— core process
Input — core process N VX X X X N
Process — core process N R \ \ N \
Output — core process X VX \ X N \
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2.20 SUMMARY OF THE CRITERIA OF THE MODELS

It is evident from table 2.6 that there are a number of @ithiat are common to the Baldrige
National Quality Program (BNQP), the ISO 9001:2000, the European Famdat Quality
Model (EFQM), the Gap Model, the South African Excellence M@8&AIEM), the South African
Qualifications Authority (SAQA) and the Higher Education Quality Corteai{HEQC).

“Environmental turbulence” is present in four of the eight medebmely the Coetzee Model,
BNQP Model, Gap Model and HEQC. The “Strategic quality ifiteriterion is present in six out

of the eight models. “Stated customer needs” or “customer facus“delivered customer needs”
or ‘“customer satisfaction” are common to all of these abowalels except for SAQA.

“Management responsiveness” is represented in the Coetzeel,Nhe 1SO 9001:2000, the SAQA
and the HEQC: which means it is present in four out okttt models. The criteria of the BNQP,
such as the “managements’ operational effectiveness”, “palicystrategy” of the EFQM Model
and “policy and people management” criteria, should be added to “mag@igenesponsiveness”.

“Process” is a common criterion in all the models. It was fdsnd that all of the models include

“stated customer needs”, “delivered customer needs” and “process”.

It was therefore concluded that there was a fair degreeromonality between the criteria and

hence they were used to develop a new model.
2.21 CHAPTER SUMMARY

In order to explore evaluation criteria for selected admatisin and support systems in South
African Higher Education institutions, the criteria of the @eet Model were compared to

international and national quality models namely. These models arealssteltows:
International models:

¢ Baldrige National Quality Program Model

e 1S0O 9001:2000

e European Foundation Quality Model

e Gap Model.
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National models:

e South African Excellence Model

¢ Higher Education Quality Committee

e South African Qualifications Authority.

After the model comparison, it was decided to use the Codtredel as a foundation for further
research in this study by improving it in chapter 3 to becomedel suitable for support services.
This will be shown in chapter 3. The next chapter will explore the nedseasign and methodology

for this study.
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CHAPTER 3: RESEARCH DESIGN AND METHODOLOGY

This chapter covers two main areas, namely research instisiared tools, and the research design.
Preliminary work in the form of a pilot study will be discedsand a revised model will also be

developed.
3.1 RESEARCH INSTRUMENTS AND TOOLS

This section will define research methods, research inetrttsTand research tools. It will also
present the instruments and tools selected for this study. rédearch plan and design were

developed in the context of the study and are illustrated in figure 3.1.

I
[
1. Introduction - Problem statement
»{ - Objectives
\_/_—
I [
2. Literature - Terms
Review » - Models

- Qualitative research

- Quantitative research
- Questionnaires

- - Data collections
3. Research design - Types of sampling
and methodology - Validity and reliability
- Interviews
- Pilot testing I

- Data collections -

\_/

- Interviews
- Statistics
- Interpretation

R

- Summary
- Conclusion
- Recommendations

\__/_—

4. Data analysis

5. Conclusions and
recommendations | —p

Figure 3.1: Flowchart of research development
Source: Adapted from Mouton, 2001
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3.1.1 Qualitative research

Qualitative research investigates subjective data, and dscons the experiential state of the

participants and their perceptions of a situation (Strauss and Corbir, 1990

One of the disadvantages of the qualitative method is thet unable to support empirical
judgements; however it can be employed to draw analytical cooctugMaxwell, 1996). The
advantage of this method is that it provides a greater rangesight, which improves the overall
validity of the results. The objective of qualitative threals is to collect data and information and
gain a better understanding of the research topic. The dataeghthay be unstructured, at least in

their raw form, but will tend to be detailed, and hence rich in contentcape $Fellows, 1997).

The literature reviewed includes national policies and moaddsed to quality and their criteria,
which will be used as in the study. The literature reviewagsist in formulating the questionnaire

for the topic. This will represent the qualitative method of reseiarthis study.
3.1.2 Quantitative research

Quantitative research makes use of numbers, measurementsmexpar design and statistical
analysis (Patton, 1997), and thus has the advantage of being abymdtatistical inferences,
which enables the researcher to draw empirical conclusiomst @ population on the basis of a

sample (Maxwell, 1996).

The data in this study will be collected by means of a numbeself-administered structured

questionnaires.
3.1.3 Questionnaires

A guestionnaire is an instrument used for observing data beyomdhysical reach of the observer
(Leedy, 1993). It is important to consider the various forms of iqussthat will be posed. The
type of question that is designed will depend on the objective tlatvants to achieve (Leedy,
1997).

There are two types of questions: open-ended and closed-ended. &lideddguestions usually
allow the respondent to choose from two or more fixed alteesatirhe type most frequently used
Is the dichotomous question, which offers two alternatives onlyngesr agree/disagree. An
additional response is offered, namely, “don’t know”, if the twsbd responses are not appropriate
(Burns, 2000).
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The decision to use questionnaires during this study was lanjlelgnced by the views expressed

by Burns (2000). One of the disadvantages applicable to the study thantioned below, that is,

the respondent’'s motivation for answering the questionnaire, wasoove by the researcher

making personal follow-up telephone calls to all the responddtes they had received the

guestionnaires. The advantages and disadvantages of questioamaitissed in table 3.1. The

analysis of the data obtained from the questionnaires will raprébe quantitative method of

research in this study.

Table 3.1: Advantages and disadvantages of questinaires

Advantages of questionnaires

Disadvantages of questionnaires

They are less expensive to administer than face-tor Difficulty of securing an adequate response.

face interviews.

Sampling problems could be experienced such &

They are useful when the instructions and questiondow return rate

asked are simple and the purpose of the survey Ca’né}ﬂ’nplex instruments, ambiguity or vagueness wi

explained clearly in print.

Each respondent receives an identical set of quest

phrased in exactly the same way.

Errors resulting from the recording of responses by

interviewers are reduced.

The respondents are free to answer in their own tir

at their own pace.

Fear and embarrassment, which may result from d

contact, are avoided.

In certain cases there can be no contact with the

interviewers.

result in poor responses.

Ofife method is unsuitable when probing is

desirable.

Ambiguous, incomplete or inaccurate informatio

cannot be followed up.

N§here is no opportunity to obtain supplementary

observational data.

IRk respondent’s motivation for answering the

guestionnaire is unknown.

Self-administered questionnaires for very young

illiterate or some disabled people are difficult to

When the questionnaire is designed for self- complete.

administration and mailed, it is possible to include

larger number of subjects.

A gquestionnaire can guarantee confidentiality and may

elicit truthful responses.

The interviewer, whose personal appearance, modd or

conduct may influence the results of an interview, is

not present when the questionnaire is completed.

A Possibility of misinterpretation of the questions b

respondents.

AS a

Yy

59



Source: Burns, 2000

The advantages and disadvantages of questionnaires, askstaBairns (2000), were considered

when designing the questionnaire for this study.

Open-ended type questions supply a frame of reference faespendents’ answers, as well as

imposing a minimum of restraint in the expression of theimiops. Other than being limited to the

subject of the question, there are no restrictions on eithecdh&ent or the manner of the

respondents’ replies (Burns, 2000).

Table 3.2 refers to this study from Appendix A to Appendix O. AppeAdconsists of closed-

ended questions and Appendix B to Appendix O consist of open-ended quéddtmictosed-ended

items in this study allowed for five fixed alternativestrésgly agree”, “agree”, “disagree”,

“strongly disagree” or “don’t know”.

Table 3.2: Question types and descriptions

Type of question

Description

Open-ended

Allows respondents to answer in their own words.

Closed-ended

Questions to which people respond in fixed categories of ansv

Vers.

Paired-comparison questions

Questions that ask respondents to make judgements between

alternatives taken two at a time.

Contingency questions

Questions asked only of some respondents, determined by thei

response to other questions.

4
=

C

Ranking questions

Closed-ended questions that ask respondents to rank order.

Inventory questions

Closed-ended questions that ask respondents to list all reactid

that apply to them.

ns

Matrix questions

Closed-ended questions that ask respondents to use the sam

categories to supply the information.

D

Multiple-choice questions

Closed-ended questions that ask respondents to select a cate

response from a range of possible responses.

gory

Source: Leedy, 1997
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3.1.4 Using a Likert scale to measure and evaluate questionnaire responses

According to Hill (1995) the Likert scale is commonly found in méypes of attitude-measuring
research. This scale is easy to complete but does have @erabk disadvantage when bold
statements are used to bias respondents’ answers. Mouton (206%)tisat the Likert scale is an
attempt to improve the levels of measurement of sociabrelsahrough the use of standardised
response categories, such as “strongly agree”, “agreegdi@is” and “strongly disagree”. The use
of this scale in this study is demonstrated in Appendix A. adapted Likert scale ranging from
“strongly agree” to “strongly disagree” (from 1 to 4), was used for this stuggssiag the response

to each item in the questionnaire.
3.1.5 Design of the questionnaire

In designing this questionnaire, a literature review was usedehss the criteria from selected
standards and quality excellence models. One requirement wabehaspondents, namely, the
Directors and Heads of Departments, should be conversant widrdhe covered, which are as

follows:
e Criterion 1: Leadership with respect to vision, mission and values (Appendix A)
o Criterion 2: Clear strategic goals and performance indicafgsgndix A)
e Criterion 3: Resourcing and funding (Appendix A)
e Criterion 4: Policies and procedures (Appendix A)
e Criterion 5: Self-evaluation guidelines (Appendix A)
e Criterion 6: Counselling (Appendix B)
e Criterion 7: Student development (Appendix C)
e Criterion 8: Health and safety (Appendix D)
e Criterion 9: Student housing (Appendix E)
e Criterion 10: Financial aid (Appendix F)

e Criterion 11: Human resources (Appendix G)
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e Criterion 12: Marketing (Appendix H)

e Criterion 13: Information and communication technology (Appendix I)
e Criterion 14: Finance (Appendix J)

e Criterion 15: Technical services (Appendix K)

e Criterion 16: Protection services (Appendix L)

e Criterion 17: Registrations (Appendix M)

e Criterion 18: Examinations (Appendix N)

e Criterion 19: Library (Appendix O)

It was found that the first 5 questions in the questionnairearerig and are applicable to all the
support units in the study, while the other 14 questions are sptxithe various support units
listed in chapter 1. Questionnaires were distributed to thastiButions, with each support unit in
each of the institutions receiving 1 questionnaire. The number ofi@uesires returned were
between 4 (Finances) and 9 (Health and Safety). The QualityakssutInit was asked to answer
only the generic questions to avoid bias towards a more spedifaf geestions for such units.
Since the return rate per unit was generally low, the date @rdy analysed descriptively in terms
of means and standard deviations. An attempt was made to obtairrafi mean and averaged
standard deviation for the combined set of fourteen specific igngstand then to highlight

unexpected high and low individual values.

The questionnaires consist of 15 sections in total. Five quesépressent generic criteria (given in
Appendix A) while 14 questionnaires represents specific questmngath department. All

guestionnaire items are closed-ended questions to facilitate tqtimatianalysis using Statistical
Package for Social Sciences (SPSS). The responses witdmimad by: “agree”, “strongly agree”,
“disagree”, “strongly disagree” and “don’'t know”. The questioremiwere designed to test the

criteria and link them to the research objectives.
3.1.6 Types of sampling

There are different types of sampling techniques found in the literdthe two main categories are
non-probability sampling and random sampling (Sarantakos, 1993; Leedy, 1997; Cohen, Manion
and Morrison, 2005).
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3.1.6.1 Non-probability sampling

Cohenet al. (2005) provide an overview of non-probability sampling and statewitiat non-

probability sampling there is no way of forecasting, estimatinguaranteeing that each individual

under investigation will be included in the represented sample. fe&anof non-probability

sampling include convenience sampling, quota sampling, purposive sgmplimensional

sampling and snowball sampling. These are explained in more detail below:

Convenience sampling

Convenience sampling involves choosing the most easily availabjecsulo serve as
respondents and continuing to select them in this way untiteiipgired sample size has
been obtained. The researcher simply chooses the sample from jeetsshb or she has

easy access to.

Quota sampling

Quota sampling has been described as the non-probability equivb#ritified sampling.
Quota sampling tries to represent significant charadtsisbr strata of the wider
population; unlike stratified sampling it sets out to represieege in the proportions in
which they can be found in the wider population. A quota sample segk&tproportional

weighting to selected factors as they are represented in thepeiolgation.
Purposive sampling

With purposive sampling, researchers handpick the cases to be thaluthee sample on

the basis of the researchers’ judgements of their typichdi this way, they build a sample
that satisfies their specific needs. The sample is thuseahfor a specific purpose, for
example a group of principals and senior managers of secontagismay be chosen for

research studying the incidence of stress amongst senior school managers.
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¢ Dimensional sampling

Dimensional sampling is a further refinement of quota sampling. It invadeesifying
various factors of interest in the population and obtaining at least spendent for every

combination of such factors.

e Snowball sampling

In snowball sampling, researchers identify a small number ofestsbihat have the
characteristics that they are interested in. These pewpldhen used as informants to

identify others for inclusion and these, in turn, identify yet others.
3.1.6.2 Random sampling

Cohenet al. (2005) provide an overview of random sampling in which they ¢hatea sample is
drawn from a wider population in a way that seeks to be repas/e of such a population. Types
of such sampling include simple random sampling, systematic samnptratified sampling, cluster

sampling, stage sampling and multi-phase sampling, which are discussed ohetadrieelow:
e Simple random sampling

In simple random sampling, each member of the population has aincegnae of being
selected and the probability of a member of the population Iselegted is unaffected by

the selection of other members of the population.
e Systematic sampling

This method is a modified form of simple random sampling. It vesllisting samples
from a population list in a systematic fashion. For examplepoihfa population of say
2000, a sample of 100 is required, then every twentieth person saftebted. The starting

point of the selection is chosen at random. This is random sampling accordisgstem.
e Stratified sampling

Stratified sampling entails the consideration of certain factm a basis which one can
divide the population up into subpopulations (groups/strata). In these suljpoulthe
measurement of interest may vary between the different subatiomsl. This type of
sampling generally entails a two-stage process: thesfingle identifies the characteristics

of the population that must appear in the sample, and then dividgmoplgation into
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homogeneous and discrete groups, for example male and femaleecbine stage entails
randomly sampling within these groups, the size of which is detethby the judgement

of the researcher.

e Cluster sampling

Cluster sampling is typically used when the researchenataget a complete list of the
members of the population he or she wishes to study, but can get &ieoligplof 'clusters'
of the population. Cluster sampling is used when the populationrge End widely
dispersed. This type of sampling was used during this study to aedpetcific number of

support units, that is, a cluster that is in reasonably close proximéaynisled.
e Stage sampling

Stage sampling is a complex form of cluster sampling. Udindhex samples may not be
necessary in all the selected clusters, so, instead of dkihg andividuals contained in the
selected clusters, the researcher randomly selects dodlsi from each cluster. This
technique is frequently used when a complete list of all mendbehe population does not

exist

During this study, non-probability quota sampling was used for tl&ikdition of
questionnaires, because it represented the strata of the mdgatation. Convenience
sampling was used for the interviews, which were conductedi@ation conveniently

located near to where the research was conducted.

A further explanation of the sampling is given in section 3\tich covers the sampling
plan and design used for this study. A comprehensive sample of twdpdérand Heads of
Departments of the units were selected. If they were ndahlgithe next available person

in charge was asked to complete the questionnaire.
3.1.7 Sample selection for this study

The number and type of support units found in institutions of higher gaucgppear to vary

significantly, depending on the size and nature of the institution. =@ shows the structure of
support units for a typical South African university. As showrhaftgure, the support units may
be classified into institutional support, campus support, student$mbacademic support units.

The units selected for this study are indicated in grey.atheemic function is included in order to
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highlight the fact that support units serve teaching anditegroommunity service and research

functions, in addition to meeting the specific needs of staff and lsarner

Non-probabilistic quota sampling was used because the data obtaimethé pilot study gave an
indication of the availability of Directors and Heads of Dé&pants for completing the

questionnaires. Convenience sampling was used for the interviews.

66



67

Figure 3.2: Structure of Support units for a typicd South African University
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The questionnaires amounted to 345 which represented 15 support uniterthatkected for each

of the 23 public higher education institutions in this study. Thestqprenaires were sent via

electronic mail, fax and post to the institutions as listeAppendix T. In the final analysis, 199

questionnaires were completed in total as shown in table 3.3.

Table 3.3: Actual number of respondents after telghonic interventions

o = 0

8| < 2| 2| E| & |es 18, .

S| 81 23| 8| 8| 2| 2|588|s| 5|5 5|2

o 5 — o [ D Elco8 o ) N = = > —

2| 2| 8| T| 3| 8| 2| §l€ece|c| 2| | 8| 8| §| ©

</ Q| 28l eg|a|l | E|2|8B2s|E| B|s|B|E| 5| R

2| 2| 8| 8| =| | §| B|EES|E| =|B| 9| &| 3| "

s| 8| E| 3| 8| §| E| 2|gg* ARARAN:

3| 2 a| 5| 2| 2 £0 S| &

e )

ucTt 1 1 1 1 1 1 1 1 8
CuT 1 1 1 1 1 1 1 1 8
CPUT 1 1 1 1 1 1 1 1 1 1 1 1 12
DUT 1 1 1 1 1 1 1 1 1 1 1 11
UFH 1 1 1 1 1 1 1 1 1 1 1 11
UFS 1 1 1 1 1 1 1 1 1 1 1 11
uJ 1 1 1 1 1 1 1 1 1 1 10
UKZN 1 1 1 1 1 1 1 1 1 9
UL 1 1 1 1 1 1 6
MT 1 1 1 1 1 1 1 1 1 1 10
NMMU 1 1 1 1 1 1 1 1 1 1 1 1 12
NwU 1 1 2
upP 1 1 1 1 1 1 1 1 1 1 1 11
UR 1 1 1 1 1 1 1 1 8
us 1 1 1 1 1 1 1 1 1 1 10
TUT 1 1 1 1 1 1 1 1 1 9
UNISA 1 1 1 1 1 5
VUT 1 1 1 1 1 1 1 1 1 1 1 1 1 13
uv 1 1 2
WSU 1 1 1 3
uwcC 1 1 1 1 1 1 1 1 1 1 1 1 1 13
WITS 1 1 1 1 1 1 1 1 1 1 10
uZz 1 1 1 . 1 1 5
TOTAL 10 | 13 | 14 | 19 | 17 | 13 | 12 9 14 4 11 |17 |13 |18 | 15 | 199
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3.1.8 Validity and reliability

The term “validity” refers to the extent to which an enga@timeasure adequately reflects the real
meaning of the concept under construction (Babbie and Mouton, 200d)ingteument is assessed
as having “validity” it means that the instrument and iesm&nts are sound for their intended
purpose. The validity of the test instrument is statisficaéasured by means of Factor Analysis,
which attempts to identify the underlying variables, or facttivat explain the set or pattern of
correlations within a set of observed variables. Factor Arsalgsoften used in data reduction to
identify or confirm a small number of factors that explaimshof the variance observed in a much
larger number of variables. Principle Component Analysis is thadeused to extract and rotate

factors or groupings to produce a more meaningful underlying structure (€Eohigr2005).

Reliability is essentially a synonym for consistency and rabiiity over time, instruments and
groups of respondents. It means that the measurements are obraisteif the experiment is
repeated under similar conditions, the same measurement®witithined (Melville and Goddard,
1996). The more accurate the research findings are, the ntiatder¢he research process will be
(Bouma, 2000). The Cronbach Alpha test is a statistical toolcdmatbe used for assessing the
reliability of data (Coheret al.,2005). A Cronbach Alpha value of 0.70 is an acceptable reliability
coefficient (Nunally, 1978). The reliability of the respondents is situdy was assessed using the

Cronbach Alpha values which are stated in section 4.2.
3.1.9 Interviews

Melville and Goddard (1996) state that when the researchemhbasrcto use the interview as an
instrument, he or she must plan the questions prior to the actual interviemteAview is a one-on-

one verbal interaction between the researcher and the intervidveeaim is to get the views of the
respondent. The researcher should not direct the answers topdief voice or by the way he or

she phrases the question. According to Fellows (1997) there are threeftypes/iews namely:
e structured
e unstructured
e semi-structured.

These will be explained in the next section.
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3.1.9.1 Structured interviews

A structured interview requires a researcher to prepare gogsfor the interview prior to
conducting it. The structured interview is useful when the reBemis aware of what he or she
does not know and therefore is in a position to frame questionsvihaupply the knowledge

required. The interview is a neutral medium during which questions agd.ask
3.1.9.2 Unstructured interviews

An unstructured interview allows the respondent a chance tosasxpi® or her feelings about the
information collected by the interviewer and to comment on lyidefined issues during the
interview. The interviewer introduces the topic and recordsetsgondent’s responses. This type of

interview allows the interviewee an opportunity to give his or her owrs idedhe subject matter.
3.1.9.3 Semi-structured interviews

These are a combination of both the structured and the umnsédcinterview. This type of

interview varies widely according to the type of questionnaire and areaezfrch.
3.1.9.4 Advantages and disadvantages of interviews

When designing the interview, both the advantages and disadvaofagésrviews, as stated by
Burns (2000) in table 3.4, should be considered.
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Table 3.4: Advantages and disadvantages of interwies

Advantages of interviews

Disadvantages of interviews

Interviews are more flexible to arrange.

The response from interviews is greater than oth

tools such as questionnaires.

A face-to-face interaction assists in the
establishment of rapport and a higher level of

motivation amongst respondents.

A useful method when extensive data is requireq

a small number of topics.

Probing may be used to elicit more complete

responses.

Observation of the respondent’s non-verbal

communication and environment is possible.
Greater flexibility is afforded to the respondent.

The interviewer is able to control the sequence ¢

the items.

This approach is useful in obtaining responses fi
people who would find a written response

impossible.

Individualised appreciation can be shown to the

respondents.

| ®here will be an interaction between the intervie

Expensive and time consuming

eA limited number of respondents may be
interviewed owing to time and financial

considerations.

The interviewer needs to have appropriate

interpersonal skills.

and respondent.

Respondents may feel that they are being “put o
the spot".

Flexibility afforded by unstructured interviews ma
generate difficulties when attempts are made to

categorise and evaluate responses.

om

ver

vy

Source: Burns, 2000
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Some of the support units in the Western Cape were chosen usingiieoseesampling. The
Heads of Department and Directors of these units weeeviatved according to the schedule of
interviews in table 3.5. In this study, structured interviewsewsed to elicit further information on
the criteria for support units and to investigate the key proce§sas units. These interviews were

conducted in the offices of the Directors and the Heads of Departné¢més aarious institutions.

Table 3.5: Schedule of interviews
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Student counselling

Student development | X N
Student housing \ N N \
Safety and health V N N N
Financial aid \ N N X
Quality N X N N

3.1.10 Preliminary work carried out during the pilot study

According to Oppenheim (1992) and Sproull (1988) a pilot study servefetywa purposes, some

of which are discussed below:
¢ to estimate the time it will take to complete a sample set of questi

e to provide the researcher with an opportunity to test the @sdastrument and its

suitability

e to complete the study on a minor scale
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e to give the researcher an opportunity to plan and practicegagieé questions to see if the

questions are correct and whether the respondents understand them.

The pilot study was done on 15 support units at the Cape Peninsierdity of Technology
(Bellville Campus). The questionnaire was accepted by mosheofrespondents except for the
criterion on “leadership”, which included “responsiveness”: this wejected by 7 out of 15
respondents. The conclusion was drawn that “responsiveness” had teldied from the
questionnaire. The questionnaires were piloted in order to ideargfas that should be refined or
changed. The pilot study highlighted aspects such as the percepliamexpretation of questions,
the appropriate language to be used, the length of the questionnaitecagffettiveness of the
questions used in the questionnaire. The findings of the pilot sewhaled that some changes
needed to be made to the questionnaire, as some participantsl rdgrity on some of the
questions. The questionnaire on quality evaluation criteria for suggetems is included in

Appendix A after it was developed.
3.1.11 Data collection methods and fieldwork for the main study

The poor questionnaire return rate (less than 5% of those approaahel@ctronic mail) led to
personally administered telephonic questionnaires being held wigh rédpondents. These
comprised one-on-one interactions between the respondent and thehersear supported by
Frazer and Meredith (2000) and Melville and Goddard (1996). The institutions and thet sugs
covered in the study are shown in Appendix T. Appointments were matieeach of the
respondents in advance. The questionnaire was electronitailiyd to all respondents so that they
could familiarise themselves with the questions. Respondents tivere telephoned and the
introduction to the questionnaire was read to them. Prior planvaisgdone to ensure that the data
were objectively analysed. Decisions had to be made regardingpgtesuitable time to contact the
respondents, and the number and intervals for callbacks if contact couldastatiieshed. The data
collection was done with the Head of Departments and Directosumdort units at 23 higher
institutions of the Republic of South Africa. The Head of Departnagat Directors that were
selected for the study are included in Appendix V. The streiabfirthe support units can be

referred to in section 3.1.7 where the sample selection of this studyisgassed.
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3.2 MODELS OF SUPPORT SYSTEMS IN HIGHER EDUCATION

3.2.1 Overview of the Support Systems Model

The objectives of the study stated that a model would be designedbilid include the criteria for
evaluating support systems. The Coetzee Model was used as fobaisis owing to the fact that
this model is already in use at the Cape Peninsula Univarfsitigchnology for the purposes of

academic evaluation.

The findings of the literature review and the pilot study shotheatl the criteria of the Coetzee
Model were an acceptable foundation on which to work. However, some critetiedrteebe added

to the Coetzee Model to enhance the effectiveness of the Supporh&istelel of the study.

Table 3.6, which is a comparison of all the models, shows thaPahesuraman Gap Model,
ISO 9001:2000 and SAQA do not contain all the criteria that aradadlin the Support Systems
Model. The criteria have been tested in a pilot study at the @aménsula University of

Technology using the questionnaires in Appendix A to Appendix O.

Using the information gathered during this research, a Su@ystems Model was developed to

facilitate evaluation for support units in institutions of higher atioo.

The Support Systems Model in figure 3.4 is based on a definhetndetermines quality as the
degree of fit obtained between stated and delivered customerements. The difference between
the customer requirements and customer satisfaction is infldebg “leadership”, “vision”,
“mission”, “strategy”, “goals and performance indicators” (top em®d pyramid) and
“management’s operational effectiveness”, “support units pdlicfesocedures and evaluation”

(bottom pyramid).
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Quiality control Policy
Review \
Provision
Evaluation
Management
\ Y
o Funding
Monitoring
+/

Figure 3.3: Closed loop system
Source: Ashworth and Harvey, 1994

The “closed loop system” represented in figure 3.3 is a affaativities that starts with the stated
customer needs; processing then occurs and it ends with thergeabifv customer needs. This
integrates the idea of the value chain (Porter, 1985)narmer that relates to the customer needs

that are delivered.
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Environment within which the support unit finds itself

Support unit leadership

What the internal/external
customer wants

Customer requirements

Suppdrt unit
policies, procedures,
evaluation.
Management’s operatior
effectiveness

Core processes and
Support unit input people management
planning,
resourcing and Support processes
funding aligned with key
process

Figure 3.4: The Support Systems Model
Source: Adapted from Coetzee, 1995
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3.2.2 Criteria of the Support Systems Model of the main study

The criteria for the model were derived from local, natiomal aternational institutional support
unit evaluations. They have been built up over the past thras yathin the University of
Technology community and associated professional bodies. The fujjomrie recommended

criteria, as described by Coetzee (1999):
e Criterion 1: Leadership with respect to vision, mission and values

The unit has developed and communicated its vision, mission andgvahere is a clear
understanding of the essence of the support unit, why it exists amd thkesenior leaders
want to take it in the future. The unit has developed it®wjsinission and values by, for

example, getting people involved.
e Ciriterion 2: Clear strategic goals and performance indicators

The particular unit has clearly stated strategic goals and perfoenvaticators.

e Criterion 3: Resourcing and funding

The specific unit is adequately resourced and funded in terms of tbudggnagement,

infrastructure, staff, workstations and staff development.

e Criterion 4: Policies and procedures

Handbooks are in use that have been approved by and aligned with the institution, and these
should include policies and procedures that are used when evalingingit. As part of
the evaluation documentation, action plans should be drawn up to suthmort

administrative staff of the unit in implementing policies and services

e Criterion 5: Self-evaluation

The unit’'s self-evaluation determines the implementation and ube aiit's policies and
procedures, the extent to which strategic goals are beingantethe overall success of the
TQM drive in the unit. Top management must obtain direct feedbadke efficiency of
the unit’'s quality management system. The unit should condakelsilder surveys to
determine the quality of service provision and should keep recordstoissues to provide

evidence of an effective quality management system.
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e Criterion 6: Core processes and people management

The core process include understanding what the customer wants, witabty planned
resources and funding to manage the support processes and peopéeviitHi the key
processes, measuring the key results and ensuring that tbeneuss satisfied with the

outcome of the process.

3.2.3 The relationship between the concept of quality and the Support Sysnhs
Model

The definition of quality that holds for this model is that teeel of quality achieved within a
support function is the degree of fit between stated and delivarstomer requirements. This
definition forms part of the domain of the institution and, ashsinfluences the input, the core

process, the support processes and the output of the institution.

The criteria of each of the following models, namely BNQP, ISO 200D, EFQM, Gap Model,
SAEM, SAQA and HEQC, will now be compared with those of the Sugpmtems Model in an

attempt to choose the most appropriate support quality criteria fotubis s

Hofstee (2006) states that it is important to point out thegtine and weaknesses of the literature
used. A SWOT analysis was therefore carried out on the &@odtipdel (Coetzee, 1995) and the
results are recorded in table 3.6. A SWOT analysis is a poptraiegic planning tool. The
weaknesses are turned into strengths, whilst taking cognisdirtbe threats. The opportunities

identified in the SWOT analysis could be used as continuous improvemast are
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Table 3.6: SWOT analysis of the Coetzee Model

STRENGTHS

WEAKNESSES

Leadership and Management are showr
separate issues. Governance issues sud

policies and procedures included in the ma

agpport processes are not well defined.

r]nat%e model there is no explicit link to co

cwocesses such as Teaching and Learn

SAEM.

Criteria are not as detailed as in the BN
and EFQM.

for education.

Source: Inference reached by the researcher

3.2.4 Baldrige Education Criteria for P

comparison

erformance Excellence Framework

QFhe model is not recognised internationally.

re

ing,

have been implemented. Research and Community Service.
The model is approved by Cape Penmwl{ﬁeasurement, Analysis and Knowledge
University of Technology (CPUT) as th q\/lanagement are not explained in depth
institutional Support Quality Model.

There is no criteria for partnership

OPPORTUNITIES THREATS

Service quality is not included in the model. The model was not originally developed for
Leadership and Strategic Planning could &gucatlon, in comparison to the EFQM gnd
separated to align with BNQP, EFQM anENQP, which were developed specifically

A comparison of the criteria of the Baldrige National QyaRrogram Education Criteria for
Performance Excellence (US NIST, 2004) and those of the Suppsttms Model reveals the

following:
[ ]

Organisational profile

There is no relationship between th

e BNQP and the Support Systems Model.
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Leadership

There is a relationship between the “leadership” aspectst@ategic environment of the

Support Systems Model.
Strategic planning

There is a relationship between “strategy” and the straggiconment in the Support

Systems Model.

Student, stakeholder and market focus

There is a relationship between “what the customer wants” and thegiopal environment

of the Support Systems Model.
Measurement, analysis and knowledge management

There is a relationship between “measured output to perforniadicators” in the core

process of the Support Systems Model.

Faculty and staff focus

There is a relationship between “resourcing” and “performamdieators” and the core

process domain of the Support Systems Model.
Process management

There is a relationship between “support processes” thatigimedto key processes in the

core process of the Support Systems Model.
Organisational performance results

This criterion examines the institution’s performance and impneve in key result areas.
There is a relationship between “measured output” and “custortigfiason” in the core

process and operational environment of the Support Systems Model.
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3.2.5 1S0 9001:2000 principles and criteria comparison

A comparison of the criteria of ISO 9001:2000 (ISO, 2000b) and thoses ddupport Systems

Model reveals the following:
3.2.5.1 Principles of ISO 9001:2000

e Leadership

There is a relationship between “leadership” in ISO 9001:2000 andeftgaip” in the
Support Systems Model.

e Customer focus

There is a relationship between “customer focus” and “whatustomer wants/customer

requirements” in the Support Systems Model.
e Process focus

There is a relationship between “process focus” and “support gsesaligned with key

processes” in the core process of the Support Systems Model.
e System focus

There is a relationship between “systems focus” and the “suppmresses aligned with

key processes” in the core process of the Support Systems Model.
e Involvement of people

There is a relationship between “involvement of people” andolmeing” and the

“measured output to performance indicators” element of the Support Sydteies
e Fact-based decision making

There is a relationship between “fact-based decision malang’ “measured output to

performance indicators” in the Support Systems Model.
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e Supplier relationships

There is a relationship between “supplier relationships” andtresg” in the Support

Systems Model.
e Continuous improvement

There is a relationship “continuous improvement” from ISO 9001:2002 ematifiuous

improvement” in the Support Systems Model.
3.2.5.2 Criteria of ISO 9001:2000

¢ Quality management system (clause #4)

“Quality management system” has a relationship with “poligied procedures” of the

Support Systems Model.

¢ Management responsibility (clause #5)

“Management responsibility” has a relationship with “lealig’s and “management’s

operational effectiveness” of the Support Systems Model.
¢ Resource management (clause #6)

“Resource management” has a relationship with “input, resayrand funding” in the

Support Systems Model.

e Product realisation (clause #7)

Product realisation has a relationship with “support processeaigith key process” and

“management operational effectiveness” in the Support Systems Model.

¢ Measurement, analysis and improvement (clause #8)

“Measurement, analysis and improvement” has a relationship witpdheies, procedures

and evaluation” in the Support Systems Model.
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3.2.6 European Foundation Quality Model (EFQM) criteria comparison

A comparison of the criteria of European Foundation Quality m@dBO Expert Group, 1999)

and those of the Support Systems Model reveal the following:

Leadership

There is a relationship between “leadership” and the “lehiggrelement in the Support

Systems Model.

Policy and strategy

There is a relationship between “policy and strategy” and tégjyain the strategic
environment” and “policies and procedures” in the core proce$sbe Support Systems
Model.

People management

There is a relationship between “people management” and the S@ystetms Model in

terms of “input resourcing” in the core processes.

Partnerships and resources

There is a relationship between “partnership and resources” and the Siygterhs Model

in terms of “resourcing” criterion.

Management of processes

There is a relationship between “management of processes”han&upport Systems

Model in terms of “support process” and with “key process”.
Customer satisfaction

There is a relationship between “customer satisfaction"t@®Gupport Systems Model in

terms of “customer satisfaction”.
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o People satisfaction

There is a relationship between “people satisfaction” amterfal/external customer

satisfaction” in the Support Systems Model.
e Impact on society

There is a relationship between “impact on society” and theirenment” within which

the support unit finds itself in the Support Systems Model.
e The business results criterion

There is a relationship between “business results cftitand the “measured output to

performance indicators” in the Support Systems Model.
3.2.7 The Parasuraman Gap Model and associated variants

A comparison of the criteria of the Gap Model as per Paaasamet al. (1985) and those of the

Support Systems model reveal the following:

Gap 1: The gap between customer expectations and managemengrgeption of these

expectations

This gap is related to the gap in the Support Systems Mdual, i, between the strategic
environment (support unit leadership) and the operational enviror{meat the customer wants).

All such environments can be influenced by competitor activities.

Gap 2: The gap between management perception of customer expectationsl éhe ability to

translate these into service quality standards

This gap is related to the gap in the Support Systems Modekéetthe strategic environment
(support unit leadership) and the operational environment (suppmregses aligned with key

process).
Gap 3: The gap between service quality specifications and the actualgice delivery

This gap is related to the gap in the Support Systems Modeed&etthe core process (support

processes aligned with key process) and “what the customer gets” in thgooéenvironment.
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Gap 4: The gap between service delivery and external communications

This gap is related to the gap in the Support Systems Modetdetihie operational environment

(what the customer wants) and the external environment within whichigpers unit finds itself.

Gap 5: The gap between the quality customers perceives in a service dhdir expectations

This gap is related to the gap in the Support Systems Modetdetwhat the customer wants and

what the customer gets in the operational environment.

3.2.8 The South African Excellence Model criteria comparison

A comparison of the criteria of the South African Excellebtzalel (SAEF, 1997) and those of the

Support Systems Model reveal the following:

Leadership

There is a relationship between “leadership” in the SAEM aad‘eadership” aspect of

the Support Systems Model.

Policy and strategy

There is a relationship between “policy and strategy” and‘gbécies and procedures”
criterion of the Support Systems Model. Areas to address intladethe organisation
reviews performance requirements, key performance measuré®r indicators or

benchmarks.

Customer and market focus

There is a relationship between “customer and market focod” the “operational

environment” criterion of the Support Systems Model.

People management

The “resourcing” and “performance indicators” of the Support Syshatel is related to

“people management”.
Resources and information management

There is a relationship between “resources and information maeage and the

“resourcing and funding” criterion in the Support Systems Model.
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3.2.9

Processes

There is a relationship between “processes” and the “procalggesd with key process” in

the Support Systems Model.
Impact on society

The “measured output to performance indicators” and “custmatsfaction” of the

Support Systems Model are related to “impact on society”.

Customer satisfaction

The “customer satisfaction” criterion of the Support Systktodel is related to “customer

satisfaction”.
People satisfaction

The “customer satisfaction” criterion of the Support Systemsdel is related to “people

satisfaction”.
Supplier and partnership performance

The *“resourcing” criterion in the Support Systems Model istedlao “supplier and

partnership performance”.
Business results

The “performance indicators” and “customer satisfaction” ¢ater the Support Systems

Model are related to “business results”.

The South African Qualifications Authority criteria comparison

A comparison of the SAQA (2001) criteria and those of the Suppoter@gsModel reveal the

following:

Policy statement
This is related to “strategy and policies” in the Support SysteoteM

Quality management systems
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This is related to “policies and procedures” in the Support Systemsl.Mode
Review mechanisms

This is related to the “evaluation” criterion in the Support Sgsti¥lodel.
Programme delivery

This is related to the “processes” criterion in the Support Sskéodel.

Staff policies

This is related to the “resourcing” and “policies and procedwsteria in the Support

Systems Model.

Learner policies

This is related to the “policies and procedures” criterion in thap8rt Systems Model.
Assessment policies

This is related to the “policies and procedures” criterion in th@p8rt Systems Model.
Management system and policies

This is related to the “policies and procedures” in the Support Sy$tdel.

3.2.10 The Higher Education Quality Committee (HEQC) criteria comparism

A comparison of the HEQC's audit criteria (CHE, 2004b) andShpport Systems Model reveal

the following:

Planning
This is related to “planning” as part of the core processes in the $8ystems Model.
Resource allocation

This is referred to as “resourcing and funding” as part ottie processes in the Support

Systems Model.
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Quality management system

This is related to “policies and procedures” as part of the poscesses in the Support

Systems Model.

Use of benchmarking, user surveys and impact studies

This is related to “customer requirements” and “custogaéisfaction” in the domain in the

Support Systems Model.

Academic planning

This is related to the “planning” criterion in the Support Systems Mode

Quality management mechanisms

This is related to the “policies and procedures” criterion in thap8rt Systems Model.
Quality improvement plan

This is related to the “planning” criterion in the Support Systems Mode

Staff development policies

This is related to the “resourcing” criterion of the Support Systéodel.

Student access

This is related to the “policies and procedures” criterion in thap8rt Systems Model.
Student management information system

This is related to the “support processes” criterion in the Suystems Model, which is

aligned with the key processes.

Efficient structures and procedures

This is related to the “policies and procedures” criterion irSilygport Systems Model.
Staffing

This is related to the “resourcing and funding” criterion in the Sugmtems Model.
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¢ Resourcing

This is related to the “resourcing and funding” criterion in the Sugp@tems Model.

e Certification

This is related to “support processes” in the Support Systenalelivwhich is aligned with

the key processes.
3.2.11 Support Systems Model comparison with other models

Table 3.7 shows a comparison between the Support Systems Model anchadleds discussed in
this chapter. The conclusion is that the Support Systems Modelromnin principle to the criteria
requirements of the Malcolm Baldrige Quality Model, the SoAfitican Excellence Model, the
European Foundation for Quality Model and the HEQC criteria. Basadl tire available data on
criteria identified in the research instruments, it wasided to use the Support Systems Model as a

basis for further research in this study.
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Table 3.7: Support Systems Model comparison withtber models

Criteria

Support Systems Mode

Baldrige National Quality

Program

ISO 9001: 200

Excellence Foundation for

Quality Management

Parasuraman Gap Mode

South African Excellence

Model

Higher Education Quality

Committee

South African

Qualifications Authority

Environment (impact on

society)

Support unit leadership,
vision, mission, strategy —

strategic environment

Customer requirements —

operational environment

Customer satisfaction —

People satisfaction domain

Support unit policies,
procedures and evaluation
core process and people

management.

Support unit input, planning
resourcing and funding —

core process

Support processes aligned
with key process — core

process

Measured output to
performance indicators —

Ccore process results
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3.3 CHAPTER SUMMARY

The methods used to gather the data from respondents were @isassvell as the design and
development of the criteria, the questionnaire, the samplingrdesid the interviews. A research

plan was presented to show the overall work undertaken in this study.

In order to explore evaluation criteria for selected admatisin and support systems in South
African higher education institutions, the criteria of the SupBgstems Model were compared to
other quality models, namely the South African Excellence Model Etlm@pean Foundation
Quality Model, the Malcolm Baldrige Quality Model, the HEQftezia, SAQA, the Gap Model
and the ISO 9001:2000 Model. The criteria for the Support Systems Magteléth some of the
other models mentioned. The Support Systems Model is a model thdevedsped on the basis of

the Coetzee Model which acted as a foundation.

The criteria and statements to be used in the questionnaireestabdished for the purposes of this
research and are presented in Appendix A. The proposed criteddaaken from international and
national models. The first five criteria were genericeti@t and were applicable to all the support

units selected. These were the following:

Criterion 1: Leadership with respect to vision, mission and values
e Ciriterion 2: Clear strategic goals and performance indicators

e Criterion 3: Resourcing and funding

e Criterion 4: Policies and procedures

e Criterion 5: Self-evaluation.

Criteria 6 to 19 were developed for each of the units surveyed and covered finedaess activities

of such units. This study applied qualitative and quantitative methods afalese

Chapter 4 presents and analyses the results obtainedHi®study. The Statistical Package for

Social Sciences (SPSS) package was used to analyse the results
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CHAPTER 4: DATA ANALYSIS

This chapter discusses the interviews that were conductadprFAnalysis carried out on the
generic criteria data and the results of the analysispleaselection for the main study will also be

discussed.
4.1 SELECTED INTERVIEWS

The main purpose of the interviews was for Directors and $leddepartments to review the

existing criteria, in order to allow them to propose new criteria anesfmond to proposed criteria.
4.1.1 Interviews with the Directors and Heads of Department: Student Couselling

The Director of Student Counselling at the Universityl&bélosch (SU) mentioned that there were
different areas of student development, namely student legulessinly methods, preparing for
tests and exams, getting the most out of lectures, exam stiteggersonal relations, social skills,
self-confidence, time management, CV writing, interview skilhd career management in their
institution. The Directors of SU and the University of the Wes@ape (UWC) disagreed with the
criterion that calls for assessment as part of the admipsimess and stated that this should be left

to the individual faculties.

It was revealed that the Director of Student CounsellinthetUniversity of Cape Town (UCT)
disagreed with the criterion that states that learnersidghoe “trained for job-hunting and
employment”. The Directors of UCT and UWC disagreed with dfigerion to “support alumni

during career transitions” as they felt it was unrealistic becausauttits have limited resources. In
addition, academic staff do not have the capacity to counsel dsining is given in lay

counselling. The criterion “adequate resourcing and funding” wasgly supported. They were of
the opinion that when staff are developed they accumulate gointSontinuing Professional
Development (CPD).

It is evident that four out of the five Directors of thetitutions researched identified key processes
for Student Counselling to assist and support them with their Itiamso university life” and also
to provide them with cost-effective counselling and psychologieavices. There is active
participation in the criterion “student induction and welcoming @ugnes”. The Counselling
Department contributes to planning, policy and participation in uniyecemmittees and work
groups. Counselling assists learners to cope with stress, mimggdives, assist with conflict
resolution and deal with problems. It would seem that the Btu@eunselling units co-ordinate

with the Health Service regarding psychiatric interventions.
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All of the additional items mentioned relate to the followingdels and criteria: The Support
Systems Model (support process aligned with key processedpNQ® (process management),
ISO 9001:2000 (Clause 4 Processes needed by QMS to be reviewed), SAEMgimpact on

society and processes).

4.1.2 Interviews with the Directors and Heads of Department: Student

Development
It was found that the Director of Student Development at U@hgly agreed with all the criteria.
It is evident from the interviews that the Head of Studenteldpment at UWC defines student
development as that which optimises the learning environmenthenguility of life of learners
through a holistic approach. The Student Development support unit doeendhe criteria of a
“writing centre” and “driver education” as compared with CPUT. Theserierform part of the key

processes of student development.

The Head of Department at the CPUT agreed with all titerier for student development. It was
revealed that for the criterion “policies and procedures” thanhuals can be replaced with
handbooks and/or printed hard copies of policies, procedures andtf@triaclude instructions.

The word “handbook” was often confused with words such as files and manuals.

The responses revealed that the key processes identified'aviemtation” to provide new learners
with policies, procedures and programmes to enable them to mimkenéd choices, informing
learners of available services and programmes, assistinglaaeners to become familiar with
campus environments, identifying appropriate “referral resouraed’ providing learners with

personal health and safety information.

A comparison between the Support unit and the specific eritdrithe unit coincides with the
criteria “support process aligned with key processes” flwarSupport Systems Model, “processes”

from the SAEM, “processes” from the EFQM and process management from.BNQP

4.1.3 Interviews with the Directors and Heads of Department: Student Hougag

It was found during an interview with the Head of Department of &tudeusing at SU that he
indicated that he agreed with the criteria of “clear sgiat goals and performance indicators” and
mentioned that it is his function (in Student Housing) to irtsgstudent accommodation goals
with those of the academic programme of the institution. Emplggi$aced on the Servqual
criteria for quality assurance. The Head of Department sltemgly agreed with the criteria of

“providing staff development and training support”, which falls under “resogiand funding”.
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The results of the respondents revealed that the Head oftDeparof Student Housing at UCT
agreed with all the criteria. The “vision and missiontesion was strongly agreed with in that the
Head of Department agreed there should be good, effidieatlérship” and management of the
unit. Adequate “resourcing and funding” was strongly agreed withwas brought to the
interviewee’s attention that information systems, technolofygstructure and assistance should be

provided for staff and learners.

A suggestion for an additional criterion by the Director of UCT“stiadent housing” was for
learners to get involved in “governance and leadership opporginti¢h various activities and
organisations. The “recreation and development” criterion waseddo by the Director at UCT but

it was additionally felt that they should co-operate with the fitaesishealth centres on campus.

The Head of Department of Student Housing at UWC agreed Witheacriteria under “student
housing”. The “catering services” are outsourced to allow $tudeusing to focus on its core
services and prices are negotiated annually. Student Housiatp agith student governing boards
that plan programming in the residence halls and the HOD adsisdent organisations and

governments.

The Head of Department of Student Housing at the CPUT statedpthattunities are created for
learners to get involved in “governance and leadership” in utistital organisations and residence
life. He expressed the opinion that a criterion that could be addeld Wwe to plan and implement
“quiet periods for study purposes”. It is evident from the intevrwieth the Head of Department of
Student Housing at CPUT that the key processes identifiettarerdination of residence halls”

activities and implementation of “quiet study periods”.

A comparison of the Support unit and the specific criteria utidennit coincide with the criteria
“support process aligned with key processes” from the SupporrBydtiodel, “processes” from

the SAEM, “processes” from the EFQM and "process management from BNQP

4.1.4 Interviews with the Directors and Heads of Department: Health, Safety aoh
Risk Services

The Head of Department of Health and Safety at US agresupbtrwith the criteria for “health

and safety” and he suggested that a criterion, to have “refge@atrills” be added. He stated that

some staff had been sent on an advanced fire drill course artetae extinguishers should be

serviced regularly.

The Head of Department at UCT’s Risk Management Serdlegartment strongly agreed with all

the criteria for health and safety.
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The Officer for the Department Health and Safety at UWengly agreed with all the criteria on
health and safety. He added that “orientation” be done with leaometaboratory safety, fumes,

ventilation extraction and general safety.

The Officer for Health and Safety at CPUT strongly agre@tl all the criteria for health and
safety, and would like to see the unit moving towards an inEyreystem of 1ISO 9001:2000,
ISO 14000:2004 and OHSAS 18001:2007.

4.1.5 Interviews with the Directors and Heads of Department: Financial Ad

The Head of Department of Undergraduate Bursaries and Loans to which Finadcigdiis to at

US strongly agreed with the “Leadership, vision, mission and values”.

The Head of Department of Financial Aid at UCT disagresith the criterion of “inviting
applications” on the basis that learners are given an initial screenieg ifatlsey are eligible before
allowing them to register. The criterion for the “potentiabtcceed” was disagreed on, because it
was mentioned that the National Student Financial Aid Sys{®&8$AS) should not have the
ability to grant funding to only those learners who will seckesince there could be mitigating

circumstances.

The Head of Department of Financial Aid at CPUT (Cape Toamilis) strongly agreed with all
the criteria for financial aid except for the following twateria: “Was the validity of the identity
document numbers checked?” and “Is a copy of the identity documentamddept on file at the

financial aid office and at NSFAS?”, to which he responded that he did not know

The Head of Department of Financial Aid at CPUT statedthlieakey processes identified were of
assistance to learners and families being provided, completigarious financial aid forms and
applications for and allocation of financial aid funds. The unit idess a support service for
learners by giving them employment on campus to assist thdnpaying off their loans. The unit
may be contacted when student assistants are recruited. Theepisrpo@ssist learners in paying
their university fees and to alleviate any financial problérhg. unit also makes the learners aware
that there is a gap between the cost of attending a unyversit the funds available from other

resources and savings.

A comparison of the Support Unit and the specific criteria inuhi¢ shows that the criteria
“Leadership” from the Support Systems Model coincides witte “purpose of the unit” from
SAQA, and “organisational profile” from the BNQP.

95



4.1.6 Interviews with the Directors and Heads of Departments: Quality

The Head of Department of Quality at US mentioned thas umiénd to develop their own criteria
and refer them to the Deputy Vice Chancellor (DVC) or a membthe management team. These

criteria will be submitted to the Quality Assurance Committee and thigre tDVC: Academic.

The Quality Manager at UCT stated that the university hweduced a document review system
and may pilot a review of certain support services. The framie presented was an area from
which they could learn. There was agreement on the main &ritdo 5 and the Quality Manager
mentioned that there should be a set of minimum standards for suppertHeivas uncertain as to
whether the key processes for the units could be implementedtad pa evaluation at UCT. The

financial aid criteria were very detailed.

The Quality Manager at UWC requested clarity on the “purgtetement” and indicated that this

would inevitably lead to the development of “goals”.
4.2 FACTOR ANALYSIS OF THE GENERIC CRITERIA DATA

Data were collected and formatted for analysis using a cemgped statistics package, Statistical
Package for Social Sciences (SPSS). The process wasithenconduct a Factor Analysis. Table
4.1 shows the pattern matrix of an oblique rotation, using Pren€aimponent Analysis as the

extraction method for the data of the criteria as listed in Appendix A.

Variance is a measure of variability of the production prodéagance is examined to determine

whether a variation that is discovered is due to chance or to a problemadhtbegrocesses.

Cronbach Alpha is a coefficient that is used to rate the biktja of an instrument
(Cohenet al.,2005)
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Table 4.1: The pattern matrix for the original Factor Analysis data for the generic criteria

o Component
Criteria
1 2 3 4 5
1.1 The unit has developed its vision, mission and values -.072 | .734 | -.042 | .101 | -.151
1.2 There is clear understanding of the essence of the support unit | .063 | .826 | .081 | .000 | -.020
1.3 The unit should state how it developed its vision, mission and
-.027 | .893 | -.085 | .034 | .000
values
1.4 The purpose statement will determine the unit’'s aims and
o .119 | .858 | -.020 | .030 | .062
objectives
1.5 The purpose must be clearly stated in response to the local,
] ) ) .034 | .895 | .111 | -.085 | .090
national and international context
1.6 There should be involvement of all internal and external
] -.007 | .814 | .009 | -.033 | -.108
stakeholders in the process
2.1 There are strategic goals and performance indicators .672 | .035 | -.080 | -.057 | -.206
2.2 There should be progress towards the goals .819 | .006 | -.072 | .034 | -.098
2.3 Goals and performance indicators should be regularly reviewed | .855 | .008 | .144 | -.034 | .017
2.4 The strategic plan should have clear timeframes and resources
.918 | -.024 | .023 | -.134 | .003
for the achievement of goals
2.5 Regular review of the nature and extent of the unit’s
responsiveness is used to give effect to institutional goals and .871 | -.007 | .093 | -.053 | -.023
priorities
2.6 The unit should contribute towards institutional goals 942 | -.031 | -.076 | .033 | -.068
2.7 Reliability is important: the service is performed right the first
] .839 | .076 | .055 | .066 |.104
time
2.8 The unit's assurance: knowledge and courtesy of employees
o ] .811 | .071 | -.001 | .171 | .055
help them to inspire and trust confidence
2.9 Empathy: Employers give customers caring, individualised
) .717 | .101 | .038 | .182 |.097
attention
3.1 The unitis adequately resourced and funded in terms of
budgets, management, infrastructure, staff, workstations and .025 | -.018 | .448 | -.247 | -.387
staff development
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o Component
Criteria

3.2 There are adequate links between planning, resource allocation
) .020 | .071 | .818 |.022 | -.024
and quality management

3.3 The organisation maintains a work environment that contributes
.040 | .088 | .909 | .039 |.089
towards satisfaction and motivation of all staff

3.4 Resources should be provided specifically for the service -.035|.024 | .772 | .118 | -.098

3.5 Tangibles: The equipment must be up to date and the physical
.182 | -.104 | .651 | .265 | -.003
facilities must be visually appealing

4.1 Policies and procedures should be approved .043 | .065 | .132 | .827 | -.046
4.2 The unit’'s policy must be turned into plans and actions .062 | -.010 | .090 | .866 | -.079

4.3 The administrative staff shall be supported by adequate
o ] .008 |.078 |.032 |.859 |-.154
policies and services

5.1 Self-evaluation determines:

The implementation of policies and procedures. The extent to

which strategic goals are met. Quality improvement needs from
staff, student, employer and stakeholder surveys. The quality to | -049 | .046 | -.023 | .115 | -.836
which stakeholder enquiries are handled. The record —keeping.

The success of the Total Quality Management drive within the

function
5.2 Top Management should obtain feedback directly .061 | .086 | .060 | .069 |-.796
5.3 There should be stakeholder surveys on quality provision .015 | .084 | .043 | .042 | -.856

There appears to be strong negative factor loadings oniamitér It was decided to test true
negativity by further Scale Purification. At this point, it@&m was removed from the scale since its
loading was the smallest positive loading. The result ofrépeat Factor Analysis is given in
table 4.2.
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Table 4.2: The pattern matrix for the Factor Analyss after removal of item 3.1

Component
1 2 3 4 5
1.1 The unit has developed its vision, mission and values -.048 | .699 | -.109 | -.124 | -.172
1.2 There is clear understanding of the essence of the support unit 061 |.832 | .115 | -.006 | .011
1.3 The unit should state how it developed its vision, mission and
-.016 | .859 | -.119 | -.017 | -.085
values
1.4 The purpose statement will determine the unit’'s aims and
o 121 | .855 | .029 |.054 | -.004
objectives
1.5 The purpose must be clearly stated in response to the local,
] ) ] .025 | .897 | .167 | .057 | .122
national and international context
1.6 There should be involvement of all internal and external
] -.001 | .752 | -.066 | -.161 | -.018
stakeholders in the process
2.1 There are strategic goals and performance indicators 682 | -.006 | -206 | -195 | -.055
2.2 There should be progress towards the goals .780 | -.018 | -.103 | -.149 | -.058
2.3 Goals and performance indicators should be regularly reviewed 852 | .016 | .143 | .008 | .027
2.4 The strategic plan should have clear timeframes and resources
i .912 | -.003 | .055 | .005 |.145
for the achievement of goals
2.5 Regular review of the nature and extent of the unit’s
responsiveness is used to give effect to institutional goals and .865 | .013 | .121 | -.021 | .069
priorities
2.6 The unit should contribute towards institutional goals 927 | -.014 | -.036 | -.049 | -.019
2.7 Reliability is important: the service is performed right the first
) .824 | .093 | .098 | .105 | -.046
time
2.8 The unit's assurance: knowledge and courtesy of employees
o ) .797 | .087 | .034 | .079 |-.162
help them to inspire and trust confidence
2.9 Empathy: Employers give customers caring, individualised
) .683 | .107 | .067 |.081 |-.172
attention
3.2 There are adequate links between planning, resource allocation
) .035 |.085 |.796 | -.075|.012
and quality management

99




Component

1 2 3 4 5
3.3 The organisation maintains a work environment that contributes
) ) o .045 | .070 | .878 | -.017 | -.016
towards satisfaction and motivation of all staff
3.4 Resources should be provided specifically for the service -.035 | -.019 | .709 | -.221 | -.114
3.5 Tangibles: The equipment must be up to date and the physical
o ] ] .158 | -.110 | .662 | -.061 | -.228
facilities must be visually appealing
4.1 Policies and procedures should be approved .045 | .048 | .044 | .025 | -.888
4.2 The unit's policy must be turned into plans and actions .035 | -.004 | .104 | .026 | -.890
4.3 The administrative staff shall be supported by adequate policies
) -.014 | .055 | .010 | -.092 | -.891
and services
5.1 Self-evaluation determines:
The implementation of policies and procedures. The extent to
which strategic goals are met. Quality improvement needs from
staff, student, employer and stakeholder surveys. The quality to .036 | .033 |.009 |-.853 -.031
which stakeholder enquiries are handled. The record —keeping.
The success of the Total Quality Management drive within the
function
5.2 Top Management should obtain feedback directly .033 | .046 | .068 | -.838 | -.026
5.3 There should be stakeholder surveys on quality provision -.011 | .058 |.105 | -.902 | .053

Matrix tables are a convenient way of presenting the datsefegral variables. The tables help to
determine whether the subcriteria are related to then roaieria. Subcriteria 2.2 to 2.9 (see

Appendix A) are strongly correlated to 2.1 and measure in thne sduster as is evident from

table 4.2.

It would appear that the removal of item 3.1 strengthened the veedatitor loadings on
criterion 5, and in addition created negative loadings forrimited. A further Scale Purification
was attempted to justify both the negative loadings; this dame by removing item 3.5 (smallest
positive scale loading) from the Factor Analysis as wedl & evident from table 4.3. The result
previously revealed that item 3.1 which states that the suppodriteiton - “the unit is adequately

resourced and funded in terms of budgets, management, infrastristadf, workstations and staff
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development” that staff generally disagreed with this cdteréven though it is not a direct
responsibility of the support unit. The item 3.5 which is thegah “tangibles: the equipment must
be up-to-date and the physical facilities must be visually dipgéahould be further investigated.

There are no criteria showing potential difficulties or contradictions.

The relevance of this is that there is a possibility thiggresn 3.1 be removed from the list. Since
there is no correlation between the items 3.1 and 3.2; this nitetngem 3.1 indicates that there

are potential difficulties or contradictions.
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Table 4.3: The pattern matrix for the Factor Analyds after the additional removal of item 3.1

Component
1 2 3 4 B
1.1 The unit has developed its vision, mission and values -.048 | .703 | .120 | .163 | -.127
1.2 There is clear understanding of the essence of the support unit .058 | .831 | .003 .003 | .134
1.3 The unit should state how it developed its vision, mission and
-.016 | .867 | .006 | .071 | -.148
values
1.4 The purpose statement will determine the unit’'s aims and
o 117 | .858 | -.059 | .006 |.041
objectives
1.5 The purpose must be clearly stated in response to the local,
] ) } .023 | .899 | -.052 | -.116 | .175
national and international context
1.6 There should be involvement of all internal and external
] -.012 | .754 | .164 | .010 | -.061
stakeholders in the process
2.2 There should be progress towards the goals 773 | -.014 | .136 | .062 | -.118
2.3 Goals and performance indicators should be regularly reviewed .859 | .014 | -.017 | .003 | .151
2.4 The strategic plan should have clear timeframes and resources
i .915 | .002 | -.015 | -.126 | .067
for the achievement of goals
2.5 Regular review of the nature and extent of the unit’s
responsiveness is used to give effect to institutional goals and .867 | .011 | .006 | -.040 | .150
priorities
2.6 The unit should contribute towards institutional goals 922 | -.008 | .040 | .032 | -.030
2.7 Reliability is important: the service is performed right the first
) .811 | .097 | -.110 | .060 |.093
time
2.8 There are adequate links between planning, resource allocation
] .781 | .094 | -.081|.169 |.011
and quality management
3.2 There are adequate links between planning, resource allocation
) .069 | .057 |.090 |.054 |.796
and quality management
3.3 The organisation maintains a work environment that contributes
.079 | .043 | .046 | .083 | .854
towards satisfaction and motivation of all staff
3.4 Resources should be provided specifically for the service 006 |-.038|.260 | .161 | .629
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Component

4.1 Policies and procedures should be approved .041 | .029 | -.045 | .915 | .052
4.2 The unit's policy must be turned into plans and actions .039 | -.016 | -.038 | .914 | .078

4.3 The administrative staff shall be supported by adequate policies
) -.023 | .041 | .081 | .907 | .004
and services

5.1 Self-evaluation determines:

The implementation of policies and procedures. The extent to

which strategic goals are met. Quality improvement needs from
staff, student, employer and stakeholder surveys. The qualityto | -029 | .029 |.858 | .026 | .011
which stakeholder enquiries are handled. The record—keeping.

The success of the Total Quality Management drive within the

function
5.2 Top Management should obtain feedback directly .033 | .039 | .845 | .026 | .062
5.3 There should be stakeholder surveys on quality provision -.013 | .055 | .917 | -.056 | .093

This shows that there is a possibility that this criterian be removed from the list. At this point,
all the factor loadings were positive and a further Scaléfi€ation was done to strengthen the

criteria by removing item 2.1 in table 4.4 as well. This yielded tred pattern matrix in table 4.5.
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Table 4.4: The pattern matrix for the Factor Analyss after the additional removal of item 2.1

Component
1 2 3 4 B
1.1 The unit has developed its vision, mission and values -.080 | .740 | .106 | .143 | -.075
1.2 There is clear understanding of the essence of the support unit .081 |.818 | .005 | -.018 | .107
1.3 The unit should state how it developed its vision, mission and
-.032 | .891 | .005 | .065 | -.109
values
1.4 The purpose statement will determine the unit's aims and
o .143 | .847 | -.050 | -.005 | .010
objectives
1.5 The purpose must be clearly stated in response to the local,
] ) ] .051 | .882 | -.060 | -.124 | .147
national and international context
1.6 There should be involvement of all internal and external
] -.038 | .779 | .132 | .006 | -.015
stakeholders in the process
2.2 There should be progress towards the goals 766 | -.010 | .167 | .056 | -.115
2.3 Goals and performance indicators should be regularly reviewed .854 | .003 | .004 | -.022 | .132
2.4 The strategic plan should have clear timeframes and resources
i .917 | -.018 | .018 | -.135 | .025
for the achievement of goals
2.5 Regular review of the nature and extent of the unit’s
responsiveness is used to give effect to institutional goals and .877 | -.012 | .039 | -.059 | .105
priorities
2.6 The unit should contribute towards institutional goals 935 | -.025|.081 | .021 | -.076
2.7 Reliability is important: the service is performed right the first
] .852 | .070 | -.076 | .050 |.049
time
2.8 The unit's assurance: knowledge and courtesy of employees
o ] .823 | .074 | -.041 | .158 | -.029
help them to inspire and trust confidence
3.2 There are adequate links between planning, resource allocation
) .037 | .042 | .024 | .012 | .849
and quality management
3.3 The organisation maintains a work environment that contributes
.054 | .027 | -.033 |.038 | .916
towards satisfaction and motivation of all staff
3.4 Resources should be provided specifically for the service -.045 | -.029 | .181 | .121 |.721
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Component

1 2 3 4 5

4.1 Policies and procedures should be approved .040 | .037 | -.038 | .894 | .074
4.2 The unit’'s policy must be turned into plans and actions .061 | -.025 | -.012 | .896 | .066

4.3 The administrative staff shall be supported by adequate policies
) -.003 | .037 | .095 | .899 | .006
and services

5.1 Self-evaluation determines:

The implementation of policies and procedures. The extent to

which strategic goals are met. Quality improvement needs from
staff, student, employer and stakeholder surveys. The qualityto | -048 | .024 | .879 | .011 | -.040
which stakeholder enquiries are handled. The record —keeping.

The success of the Total Quality Management drive within the

function
5.2 Top Management should obtain feedback directly .023 | .031 | .852 |.028 |.057
5.3 There should be stakeholder surveys on quality provision -.014 | .037 | .922 | -.048 | .076

The structure and the validity of the criteria appearederstable after Scale Purification. All the
factor loadings appeared strongly positive. The total percentagance explained changed from

77.50 before Scale Purification to 80.41 after Scale Purificationaghedlue indicated in table 4.6.

Items 2.2 to 2.9 are strongly correlated and measure in the daster and therefore there is a

strong internal validity after the Factor Analysis was done.

This change from 77.50% before Scale Purification to 80.41% Sft@e Purification implies that
80.41% of the variance is explained by the five factors. Thectb¢ to obtain a list of criteria is
reached using Factor Analysis with the criteria 2.1 “sfiatgoals and performance indicators”
have been removedhe Factor Analysis confirms that respondents agreed toritiegiac This
implies that there is a possibility that the criterion &igging and funding” can be removed from
the list.
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Table 4.5: Total variance explained for Scale-Puriéd generic criteria

Initial Eigenvalues

Extraction Sums of Squared

Rotation Sums

Loadings of Squared
Component Loadings (a)
—_— % of Cumulative _— % of Cumulative —_—
Variance % Variance %
1 11.757 48.987 48.987 11.757 48.987 48.987 9.274
2 2.434 10.140 59.128 2.434 10.140 59.128 7.742
3 2.180 9.083 68.210 2.180 9.083 68.210 6.911
4 1.642 6.842 75.053 1.642 6.842 75.053 5.688
5 1.286 5.358 80.410 1.286 5.358 80.410 4.937
6 709 2.953 83.363
7 572 2.382 85.745
8 .544 2.265 88.010
9 415 1.728 89.739
10 .339 1.410 91.149
11 .282 1.175 92.324
12 .260 1.085 93.409
13 .235 .980 94.389
14 .207 .864 95.253
15 176 734 95.987
16 .169 .706 96.693
17 161 .670 97.363
18 .138 577 97.940
19 125 522 98.462
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. . Extraction Sums of Squared Rotation Sums
Initial Eigenvalues

Loadings of Squared
Component Loadings (a)
% of Cumulative % of Cumulative
Total ) Total ) Total
Variance % Variance %
20 .092 .382 98.844
21 .087 .362 99.206
22 .080 .335 99.540
23 .063 .261 99.801
24 .048 .199 100.000

The results of the Factor Analysis illustrate the signifieaof component 1, which relates to the
criterion “Leadership, Vision, Mission and Values”. This shows ihdtas a high eigenvalue,
highlighting the importance of this criteria. It must alsanbéed that the first five eigenvalues are
greater >1. Alpha coefficient ranges in value from 0 to 1 asyllve used to describe the reliability
of factors extracted from the questionnaires. The higher thre,sthe more reliable the scale is.
Nunnaly (1978) has indicated 0.7 to be an acceptable reliabilitfictert but lower thresholds are

sometimes used in the literature.

Questions using Likert-type scales were administered. Tonoron factors were extracted during
Factor Analysis and were interpreted to represent “cledegicagoals and performance indicators”

and “resourcing and funding”

Cronbach’s Alpha is an index of reliability associated wahation accounted for by the true score

of the “underlying construct.” Construct is a hypothetical variable shiag¢ing measured.

The Scree Plot of Scale-Purified criteria is showfigare 4.1 below. A Scree Plot is a plot of the
variance associated with each factor, and is used to detelnmmenany factors should be kept in
the analysis (Coheat al, 2004). In this case, five factors should be retained, sincedimaot

follow on the straight line extrapolated from points 6 to 24.
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Figure 4.1: Scree plot of scale purified criteria
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Table 4.6 shows that all the sub-sections correlate well waith eother and the
questionnaires correlate well with the sets. Cronbach Alpha andrFswlysis confirms
that it is a comprehensive final list of criteribhe finalised data for the modified generic

criteria, including the SPSS calculated Cronbach Alpha for each isetnsf are shown in table 4.6.

Table 4.6: Summary result of Cronbach Alpha and Fator Analysis after Scale Purification

o o Factor loading of items
o Reliability Coefficients o )
Criterion on criteria to which they
(alphas)
belong
Criterion 1 — Leadership, vision,
o 1 0.923
mission and values
11 0.74
1.2 0.82
1.3 0.89
1.4 0.85
15 0.88
1.6 0.78
Criterion 2 — Strategic goals &
o 2 0.954
performance indicators
2.1 X
2.2 0.77
23 0.85
2.4 0.92
25 0.88
2.6 0.94
2.7 0.85
2.8 0.82
2.9 0.72
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Criterion

Factor loading of items

on criteria to which they

belong

Criterion 3 — Resourcing and
funding

3.1

3.2

3.3

3.4

3.5

4.1 Criterion 4 - Policies and

procedures

4.1

4.2

4.3

Criterion 5 — Self evaluation

guidelines

51

52

53

Reliability Coefficients
(alphas)

0.850

0.921

0.939

0.85

0.92

0.72

0.89

0.90

0.90

0.88

0.85

0.92

From the various statistics presented, the five modified geneteria appear valid in terms of the
Factor Analysis and the sets of items themselves aablee(Cronbach Alpha greater than 0,7 in all
cases). Cronbach Alpha is a measurement of the reliabilitl relevance of the criteria to the
underlying factor. It is an unbiased estimate of reliabilitye Tighest value that a Cronbach Alpha
can be is 1.000. In this study, all the alphas are close to 1.0@8 Whbstrates that criteria 1 to 5
are reliable. Criterion 2 has an Alpha of 0.954 and is the moabieliCriterion 3 with an Alpha
reading of 0.850 is significantly reliable. The higher the Alphantibee significant the underlying

criteria. According to the results, the third objective has bedpah
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4.3 DISCUSSION OF RESULTS

4.3.1 Generic criteria results: 1-5

As part of the Factor Analysis, criterion 2.1 “clearly ethgoals and performance indicators”, 3.1
“adequate resourcing and funding for the unit” and 3.5 “tangibles” wemoved during
Scale Purification. However, it was found that criterion 2.1, whiak rmoved at the final stage of
purification, should perhaps be maintained, since all components wemdyapositive at this stage,
and having clear strategic goals and performance indicatars garamount importance to such
units. Similarly, with regard to the question of “adequate mesogi’ (3.1), even though it is not the
direct responsibility of the unit the result shows that it sihdag further investigated with the

service quality aspects of the unit, for example 3.5.

The results revealed that the original Factor Analysiag, daithout further purification, would also
have indicated the validity of the data, but that “self-evadnaguidelines” would then have

appeared strongly negative in relation to the other criteria.

4.3.2 Specific criteria results: 6-19

The agreement on the criteria by the selected support ueitsssi® suggest that the evaluation
criteria researched for this study are useful for evalugtimposes. One has to bear in mind,
however, that the evaluation of a support unit encompasses npejtmtmance with regard to the
internal set of criteria, but also that the results of sarchevaluation would be affected by the
perceptions of institutional staff and learners who interadt such units. This impact is measured
by user surveys as part of self-evaluation. It is therepassible that the management of the
Registration Department believes internally that theydaneg well, but that the general perception
amongst their clients is that of poor service. Benchmgrkwvith similar support units in other
institutions should be performed to try and prevent problem arehsrgrove the overall manner
of operation. This particular study did not concentrate on the outpbeatiew, which would
identify such perceptions, but rather the criteria theneselygainst which the unit should be

evaluated.
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44 CHAPTER SUMMARY

Chapter 4 presented the data analysis consisting of vakdiiyng (Factor Analysis) and reliability
testing (Cronbach Alpha), which were carried out on five gereitieria. After Scale Purification
the results proved to be both valid and reliable. The principlefaotisring procedure was used and
subjected to oblique rotation. Good internal consistency was foundgsinthe items for each
criterion, which validates the results. During the intergiewith the Directors and Heads of

Departments, it was found that they had added some criteria tautthys st
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CHAPTER 5: SUMMARY, CONCLUSION AND RECOMMENDATIONS

The problem that this study set out to review is thatablgt evaluation criteria have not been
formalised for selected administration and support systemsouthSAfrican higher education

institutions. The starting point for this review was the curoset of the Coetzee Model for support
system evaluation at the Cape Peninsula University of Technadmgl an understanding of the
criteria being used in the context of other international andmedtguality models as presented in
the literature. From this and subsequent research at setegipdrt units in South Africa, a more

formalised set of criteria was developed which could ultimately be oseddluations.

5.1 SUMMARY OF THE RESEARCH

Chapter 1 indicated that there was a national focus on thefrgjeality assurance as a tool for
ensuring academic quality in South Africa. The implied assumptas that administration and
support units were capable of evaluating their own performareefdtus on the core process in
higher education institutions was discussed, and the isstialthsupport units fundamentally
contribute to the success of this process was highlightedquéstion, however, remained as to
what criteria should be used for evaluating such support unitsder @0 achieve the required

fitness for purpose.

Chapter 2 presented the literature review of this studplighting the research focus on service
quality, with specific reference to the work of Parasuraetaal (1988). A range of quality models
were then discussed, starting with internationally and nationally adcgpédity models such as the
Baldrige National Quality Programme for Education (BNQRQ19001:2000, the European
Foundation for Quality Management (EFQM) Excellence Model, Beaagman's Gap Model,
Servqual, the South African Excellence Model (SAEM) and thezged¥lodel. A comparison was
made between these models in terms of their principles, théecried and their structure. It was
found that the Coetzee Model adequately met the needs of anagddtesuch models, as shown in
table 2.6. However some criteria needed to be included. Befucomparison of the Coetzee Model
criteria against those of the South African Qualificationsharty (SAQA) and the Higher
Education Quality Committee (HEQC) confirmed that there avesdationship between the criteria
for research purposes. Using the Coetzee Model as a basistehia and components (subcriteria)
of this model were presented, and adjusted with the eleméritgliability”, “responsiveness”,
“assurance”, “empathy” and “tangibles” from the Servqual Modibk first five criteria of the
adjusted version represented the generic criteria, focosinige external environment and domain
of the support unit, whereas the next 14 criteria were spegifice processes within each of the

support units selected for this study.
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Chapter 3 outlined the research instruments and tools, as weaheasesearch design and
methodology, used in this study. Qualitative and quantitativearese the design of the
guestionnaire, sampling and interviews were discussed. Praymvak in the form of a pilot
study was done and a Support Systems Model was developed. Thé popuddtion of support
systems at higher education institutions was indicated. Thplezselection for research purposes
was taken from 15 support systems at each of the 23 Soutlam\fiigher education institutions.
The initial response was received by electronic mail, fea@s$ mail, and resulted in a study
population of 345 units, from which 199 responses were received whichswgpéemented with
telephonic questionnaire administration. The 199 responses wergcaptable number for
statistical analysis of validity and reliability for tlegeneric criteria, whereas the low return per
unit for specific criteria indicated a more basic statiktaggproach. Personal interviews were
planned with some of the respondents in the Western Cape, in Imeanivenience sampling, to

supplement the information from the questionnaire.

Chapter 4 presented the data analysis of this study. A Faaatysis (validity) and
Cronbach Alpha test (reliability) were carried out on thtega. After Scale Purification, the data
showed that the criterion components were both valid and reliabte pfincipal axis factoring
procedure was used and subjected to oblique rotation (using SHE8MS). allowed for
intercorrelation between dimensions which facilitated its inggpion. The Cronbach Alpha values
ranged from 0.850 to 0.953, showing good internal consistency among tkenteach criterion.
Since the size of the specific criteria sample did not leself to the rigour of validity and
reliability testing, as was the case with the five giengriteria, the data were analysed using means
and standard deviations. An interview process, based on convesgénpkng, was conducted with
the Heads of Department of certain support units in the We€ispe in order to reinforce the

fitness for purpose of the research questions.

5.2 CONCLUSION

Based on the results of this study, it would appear that theofijettive, to investigate criteria
available from existing related models and literature, han bmet in that it provided an
understanding of the current availability of such criteria fram international and national

perspective.

The second objective to develop a model has also been completedarnthe a Support Systems
Model.
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The final objective, to develop a final list of generic and djgeevaluation criteria, are presented in
Appendix Q. Suitable modifications were indicated in respect afebearch outcomes as presented

above and in chapter 4 of this study.

There was general agreement amongst respondents of thededapport units concerning the
generic and specific criteria and the manner in which theg wegsented to them. The need for
support unit evaluations is encouraged by both the literature and resposdggésting that higher
education institutions should perform evaluations and monitoring of Huppstems at regular

intervals to ensure that staff and students are satisfied with estites.

5.3 RECOMMENDATIONS

There is a need to expand this study to other support units and tmidetdéne suitability of the
generic evaluation criteria indicated and the developmentuher specific criteria in such

instances.

There is a need for higher education institutions to implemdr¢sauation in support units and to

monitor the improvement plans developed as a result on a regular basis.

It is important for quality and support staff to be train in iempénting plans and evaluating their

outcomes against the suggested criteria.

Question 2 included in the generic criteria “goals and performaozators” should be changed to
“strategic plan” since it includes both of it. There wothdn be a relationship with criterion 2 of

the CHE'’s criteria for institutional audits.

As indicated by the literature review, a relevant re¢edsm needs to be added for each unit to
ensure that effective arrangements are in place for impkamgequality assurance, and developing
and monitoring research functions and postgraduate education. Cheingdrview with the Head

of Department of Student Counselling, it was confirmed that research is thegr dfey processes.

Quality-related arrangements for community engagement, wherepaiape, should be adequately

resourced and monitored for each unit.

Once evaluations and surveys have been conducted on support units, ¢ése pfdmenchmarking

should be used to prevent potential problems and address problems that do occur.
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APPENDIX A: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
SUPPORT SYSTEMS

(Generic questionnaire)

This research aims to identify a suitable set of ¢aitéor support systems and to distribute it
amongst participants, asking them to respond to the givenastating whether the criteria would

be able to be used at higher education institutions.

Please complete the questionnaire as accurately as poBsiliieipants are requested to evaluate
the statements themselves for validity and applicability andonevaluate their units against these
statements.

Read the following carefully and mark your response in the relevant bioamwix.

(SA = Strongly Agree, A = Agree, D = Disagree, SD = Strongly Disa@Ke= Don’t Know)

CRITERION 1:

Leadership with respect to vision and mission and values

SA

SD

DK

11

The unit has developed and communicated its vision, mis

and values (Coetzee, 1999).

510N

1.2

There is clear understanding of the essence of the suppor
unit, why it exists and where the senior leaders want to ta
in future (US NIST, 2004).

—

eit

1.3

The unit should state how it has developed its vision, miss

and values, eg. by getting people involved (SAEF, 1997).

ion

1.4

The purpose statement will determine the unit's aims and
objectives (SAQA, 2001).

15

The purpose must be clearly stated in response to the loc

national and international context (CHE, 2004).

1.6

There should be involvement of internal and external
stakeholders in the process (CHE, 2004).

120




CRITERION 2

_ o SA SD | DK

Clear strategic goals and performance indicators.

2.1 | There are clearly stated strategic goals and performance
indicators (Coetzee, 1999).

2.2 | There should be progress towards the goals and indicatiops of
what stage the unit is in towards achieving the goals (US
NIST, 2004).

2.3 | Goals and performance indicators should be regularly
reviewed (SAEF, 1997).

2.4 | The strategic plan should have clear timeframes and resources
for the achievement of goals (CHE, 2004).

2.5 | Regular review of the nature and extent of the unit’s
responsiveness is used to give effect to institutional goalsjand
priorities (Parasuramaat al, 1985).

2.6 | The unit should contribute towards institutional goals.

2.7 | Reliability is important: the service is performed right the first
time (Parasuramast al, 1985).

2.8 | The unit's assurance: knowledge and courtesy of employees
help them to inspire trust and confidence
( Parasuramaet al.,1985).

2.9 | Empathy: Employees give customers caring, individualised

attention ( Parasurama al, 1985).
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CRITERION 3
Resourcing and funding

SA

SD

DK

3.1

The unit is adequately resourced and funded in terms of
budgets, management, infrastructure, staff, workstations a

staff development (Coetzee, 1999).

and

3.2

There are adequate links between planning, resource

allocation and quality management (CHE, 2004).

3.3

The organisation maintains a work environment that
contributes towards satisfaction and motivation of all staff
(US NIST, 2004).

3.4

Resources should be provided specifically for the service
(ISO, 2000a).

3.5

Tangibles: The equipment must be up-to-date and the phy
facilities must be visually appealing (Parasuramiaal,
1985).

sical

CRITERION 4

Policies and procedures

SA

SD

DK

4.1

Handbooks should be in place for support units which hay
been approved and aligned with the institution. Policies ar
procedures for the unit's evaluation should be included
(Coetzee, 1999).

4.2

The unit’s policy must be turned into plans and actions.

4.3

The administrative staff shall be supported by adequate

policies and services.
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CRITERION 5:
Self-evaluation guidelines

SA

SD

DK

51

Self-evaluation determines:
The implementation of policies and procedures
The extent to which strategic goals are met

Quality improvement needs from staff, student, employer

stakeholder surveys
The quality with which stakeholder enquiries are handled
The record-keeping

The success of the Total Quality Management drive withir
function (Coetzee, 1999).

and

the

5.2

Top Management should obtain feedback directly on the

efficiency of the Quality Management System

(ISO, 20004a).

5.3

There should be stakeholder surveys on quality provision.
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APPENDIX B: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
STUDENT COUNSELLING

(Coetzee, 1999)

CRITERION 6

Effectiveness and efficiency of key processes

SA| A | D | SD | DK

6.1 | Student counsellors must reflect core competencies in the
demonstration of their unique role and functions e.g
counsellors’ professional responsibility, offering a
counselling/therapeutic service, career development, student
development service, academic and learning skills
development, advocacy and consultation service, training
assessment as part of the admissions process and community

outreach.

6.2 | Counsellors’ professional responsibilities include:
Legal understanding of crisis intervention
Knowing ethical standards

Practising integrity and proper judgement.

6.3 | Counselling/therapeutic service that:

Provides for personal, career and educational development

and promotes wellness
Has qualified personnel
Includes rehabilitative, curative and preventative components
Co-operates with a referral network and with health services
Includes psychometric and psychological tests
Keeps records locked up and confidential and

Has specific measures, policies and procedures for crisis

intervention.
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6.4

Career development service that:

Educates students and prospective students about caree

opportunities
Trains students for job-hunting and employment
Supports alumni during career transitions and

Provides graduate placement.

6.5

Student development service that:
Orientates students through preparation programmes

Empowers students through developmental and preventg

workshops e.g. stress management

Provides personal development programmes and leaders
that prepares students e.g. community awareness,

multicultural and gender; and

Provides resources such as leaflets and brochures.

tive

hip

6.6

Academic and Learning Skills Development Services tha

focus on:

Identification of learning environmental impediments
Improving learning and study skills

Coghnitive skills training

Collaboration with academic faculties

Access courses

Provision of resources such as leaflets, study skills packa

etc

Assistance to disabled students or other students with sp

needs and

Consulting, advising and mediating on behalf of

stakeholders.

1ges,

ecific
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6.7

Advocacy and consultation service that:

Assists students in extenuating circumstances

Campaigns for assistance to disabled students or groups|with

specific needs and

Consults, advises and mediates on behalf of stakeholder

U7

6.8

Training:
Contributions towards academic and tutorial staff training
Contributions towards support staff training and

Training peer helpers.

6.9

Assessment as part of the admissions process

Assessment of prospective students and

Research on admission criteria, assessment techniques and

instruments.

6.10

Community outreach

Community outreach programmes.
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APPENDIX C: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
STUDENT DEVELOPMENT

(Coetzee, 1999)

CRITERION 7

Effectiveness and efficiency of key processes

SA| A | D | SD | DK

7.1 | Student development should provide for leadership
development, sports, student political groups, cultural,
religious and social societies as well as appropriate forms|of

communication and support for off-campus students.
In order to meet the criterion, the following are required:
Student development and support that:

Provides orientation co-ordination to students entering the

institution for the first time
Evaluates the services of orientation programme and

Changes the orientation programme where necessary.

7.2 | Leadership development that:

Engages elected leaders of student structures, for example,
assisting with the interaction at faculty level and support

services

Engages staff in student social development, for example

getting volunteers for leadership programmes

Provision for leadership that caters for a diverse student body
(CHE, 2005).

7.3 | Administrative services which:

Make provision for SRC administration such as
correspondence, filing and liaison with institutional

departments.
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7.4

SRC Elections:

An Independent Election Committee deals with nominatio
voter’s lists, co-ordinating election officers, inauguration o

the new SRC and election reports.

7.5

Cultural Programme:

Organises artistic talent shows, artistic talent workshops,

showcases and local drama productions.

7.6

Writing Centre:

Provision of computers, resources for student use, suppof

with assignments and language support.

7.7 | Driver Education:
Learner’s instruction, booking of appointments, driver’s
instruction and driver’s test support.

7.8 | Sports administration:

Facilities management and

Sports equipment and club administration.
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APPENDIX D: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
HEALTH AND SAFETY

(Coetzee, 1999)

CRITERION 8
Effectiveness and efficiency of key processes

SA| A | D | SD | DK

8.1 | Students and staff should have effective health and safety
mechanisms in place such as building safety and health
auditing, residence safety and health auditing, safety

promotion and communication and waste recycling.
In order to meet the criterion the following are required:
Building safety and health auditing which:

Ensures that all facilities including buildings, installations,
storage areas, sanitary facilities and technical work areds |mee

the requirements of relevant laws and regulations.

8.2 | Residence safety and health auditing which:

Ensures that all food preparation, storage and handling

procedures are in accordance with health laws, regulation

(72)

and codes of good practices.

8.3 | Safety promotion and communication which:

Provides training and awareness programmes to staff and

students as required by legislation and internal policies.

8.4 | Waste recycling.

Implement an effective waste management system.

8.5 | Laboratory safety and health auditing.

8.6 | Safety and health policy of the institution.

8.7 | All outside contractors coming onto the campus must comply

with relevant health and safety regulation.
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CRITERION 8
Effectiveness and efficiency of key processes

SA

SD

DK

8.8 | Manage an effective system to prevent occupational injuri

and diseases.

8.9 | Manage an effective compensation system.
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APPENDIX E: QUESTIONNAIRE ON QUALITY EVALUATION - CRITERIA

FOR STUDENT HOUSING
(Coetzee, 1999)

131

CRITERION 9 SA SD | DK
Effective student housing should provide residence
admissions control, room allocation, residence supervision,
security and access control, catering services, room quality,
recreation and development, laundry, cleaning control,
admission and induction of foreign students to the residence.
In order to meet the criterion the following are minimum
requirements:

9.1 Residence admissions control:

Implemented according to a documented procedure.

9.2 Room allocation:

¢ Implemented according to a documented procedure.
9.3 Residence supervision.
9.4 Security and access control:

e Fire exit doors should be locked

e Formal fire drills and

e Alcohol and assault prevention.
9.5 Catering services:

¢ Hygiene audits should be done regularly.

9.6 Room quality:

e The rooms should be sufficiently furnished and
e There should be sufficient study facilities.
9.7 Recreation and development:
e Functions are available for recreation.
9.8 Laundry:
e Adequate laundry facilities.
e Maintenance of the machines.

9.9 Cleaning control:

e All areas should be regularly cleaned according to
specified requirements.

9.10 | Admission and induction of foreign students

e There is an induction for foreign students.

9.11 Office administration should be available for students when

required.




APPENDIX F: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIA  FOR
FINANCIAL AID

(National Students Financial Aid Scheme, 2004)

CRITERION 10

. - SA| A | D|SD| DK
Effectiveness and efficiency of key processes

10.1 | Disseminating Information

Students should be informed and there should be evidence
of the availability of financial assistance from NSFAS

utilising resources such as the following:
Letters and leaflets

Informative posters

Information booklets and

Advertising in local newspapers.

10.2 | Inviting the application:

There must be adequate evidence that the relevant
application forms were readily available to all students and

that there was sufficient stock of these forms and

NSFAS application forms should not be provided to
students as these forms are legal documents and should only

be used once the loan is granted.

10.3 | Testing eligibility:

Firstly, does the institution ensure compliance with the
following eligibility criteria:

Must be a citizen of South Africa

Must be accepted as a registered student at the institutipn
Studying towards a first tertiary qualification
Studying towards a second educational qualification
Judged to be able to succeed

Financially needy and

Unable to finance his/her studies without a NSFAS Award.
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CRITERION 10

SA
Effectiveness and efficiency of key processes

Secondly, the potential to succeed:

Do financial aid officers have access to academic records of
the students applying for an award?
What information is obtainable for first years to determine

if the student has potential to succeed?

Does the institution ensure that qualifying students are
registered for courses that can be completed in the
following ratios:

2 year course in 3 years

Any course which can be completed in 3, 4, 5 or 6 years

within 5, 6, 7 or 8 years respectively.

Thirdly, financial need

Have procedures for implementing the NSFAS means test
by 01/10/2002 been put in place?

Does the institution have a copy of the means test on file?
Does the means test identify who the neediest students are?

Indicate which of the following means are utilised

at the institution if the

NSFAS means test is not used:
Calculation of the gross annual family income.
Per capita income.
Questionnaire and interview.
National disposable income.

Determine whether or not the means test in use is

identifying only the most financially needy students.

Availibility of alternative sources of financing studies.

Do financial aid officers have access to the student’s fee
accounts that are scrutinised to determine any other sources

of funding?
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CRITERION 10
Effectiveness and efficiency of key processes

SA

SD

DK

Do the financial aid officers ensure that family contributi

are seen as alternative means of financial contribution?

DNS

10.4

Determining the size of the loan

Determine the formula used to calculate the size of the |

Does this formula comply with the NSFAS award formul

oan.

If all other NSFAS requirements are met:

In cases where the required award is greater than or eq
the maximum award was the allowed maximum award
granted (R17,600)?

ual to

Identify cases where loans that exceed the permissable

amounts were granted and obtain reasons for such grants.

Where loans that exceed the permissible amount receiv

first payment.

ed as|

Where insufficient funds were available to pay over to
needy applicants did the most needy applicants with the

highest potential to succeed receive funding first?

10.5

Granting the loan:

Did the institution highlight the interest on the loan to the

recipients?

Was the difference between loan and bursary and the u

40% rebate component of the loan explained to the stud

Were students made aware of the contents of the loan

agreement form before signing the document?

Was each page of the loan agreement form signed by th
student to accept the correctness and to indicate

understanding of its contents?

e

Was the validity of the ID numbers checked? NSFAS ha

made a web page available for this purpose.

Has a copy of the ID’s been made and kept on file at the
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CRITERION 10
Effectiveness and efficiency of key processes

SA

SD

DK

Financial Aid office and at NSFAS?

Who is responsible for crediting the student’s fee accou

which person is responsible for doing this?
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APPENDIX G: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
HUMAN RESOURCES

(Coetzee, 1999)

CRITERION 11

Effectiveness and efficiency of key processes

SA| A | D SD

11.1 This criterion describes the extent to which human resource

[72)

practices and processes are being successfully managed.

These include policies, procedures and evidence of

implementation of:

A manpower plan (organograms, new posts control and records

thereof, job descriptions and job grading);

11.2 Staffing plans (integration with strategic and manpower plans,
recruitment and selection, appointment of permanent, temporary
and contract staff, orientation and probation, salaries and

benefits, general conditions of service, leave management);

11.3 Performance appraisal initiatives (objective setting, staff

appraisal, career development);

114 Staff development (staff training and skills development);

115 Disciplinary measures;

11.6 Equity and transformation process;

11.7 HIV/AIDS awareness;

11.8 Disability handling;

11.9 Sexual harassment policies;

11.10 | Implementation of relevant Acts: Labour Relations Act, Higher
Education Act, Basic Conditions of Employment Act,
Employment Equity Act, Skills Development;
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CRITERION 11

Effectiveness and efficiency of key processes

SA

SD

DK

11.11 | Organisational culture management;

11.12 | Collective agreement between institutions and unions;
11.13 | Study concessions for staff;

11.14 | Medical Aid provision; and

11.15 | Pension Fund provision.
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APPENDIX H: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
MARKETING
(Coetzee, 1999)
CRITERION 12
SA SD DK

Effectiveness and efficiency of key processes

12.1 This criterion describes the extent to which MARKETING
practices and processes are being successfully managed.
These include policies, procedures and evidence of
implementation of:
Fundraising;

12.2 Marketing services;

12.3 Public relations services;

12.4 Alumni Office;

12.5 Publications control;

12.6 Corporate identity;

12.7 Media liaison; and

12.8 Institutional public affairs management.
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APPENDIX I: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIA F

INFORMATION AND COMMUNICATION TECHNOLOGY

(Coetzee, 1999)

OR

CRITERION 13

Effectiveness and efficiency of key processes

SA

SD

DK

131

This criterion describes the extent to which information
technology practices and processes are being successfully
managed. These include policies, procedures and evidence

implementation of:

Information Technology Systems (configuration control and
support of academic programme needs, student based neeq
financial system, human resources, fixed assets, campus sp
financial aid, co-operative education, alumni systems,

registrations).

of

IS,

ace,

13.2

Computing facilities management (configuration control and
change management of Unix and Oracle support, peripheral
interfacing to integrated system, computer environment

management, printer consumables, printer maintenance, SL

library management).

IS

13.3

Internet control (budget control, access control, security and
virus control, web-intra and inter-control, network managem

bandwidth and availability management).

13.4

Personal computer resources (hardware provision, asset co
of hardware and software, upgrading control, applications
control {use, licensing, handling, delivery, set-up, support},
resources room access and facilities management, hiring ou

resources).

ntrol

t of

135

Local Area Network (file server provision and management,
and cable management, LAN switching and routing, LAN
operations management, back-up, Support and manageme

remote access provision and management) and

hub

139




CRITERION 13

Effectiveness and efficiency of key processes

SA

SD

DK

13.6 IT support (Security profiles, virus protection, system upgrad
system and data quality assurance, data back-up, system

maintenance, helpdesk).

ea
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APPENDIX J: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAFO R

FINANCE

(Coetzee, 1999)

CRITERION 14
_ o SA SD | DK
Effectiveness and efficiency of key processes
14.1 This criterion describes the extent to which finance processes are|
being successfully managed. These include policies, procedures
and evidence of implementation for:
Funding control (subsidised and non-subsidised).
14.2 Levies control.
14.3 Bursaries control.
14.4 Budgeting control and link to strategic plan.
145 Investment control.
14.6 Debtors and creditors control (including student debtors).
14.7 Income and expenses control.
14.8 Asset control (fixed and movable).
14.9 Purchasing and issue control.
14.10 | Salaries and benefits control.
14.11 | Cashier control.
14.12 | Travel control and
14.13 | Statutory returns control.
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APPENDIX K: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
TECHNICAL SERVICES
(Coetzee, 1999)
CRITERION 15
_ o SA SD | DK
Effectiveness and efficiency of key processes
15.1 This criterion describes the extent to which technical processes
are being successfully managed. These include policies,
procedures and evidence of implementation of:
Campus planning (layout, signage, furniture, space allocation).
15.2 Capital works control.
15.3 Maintenance work control (including keys production).
154 Hiring of facilities.
15.5 Landscaping and gardening services.
15.6 Communication services (post, telephone, printing,
photocopying).
15.7 Transport and
15.8 Protection services (protection plan, security codes, access

control, parking control).
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APPENDIX L: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
PROTECTION SERVICES
(Coetzee, 1999)

CRITERION 16 SA SD DK

Effectiveness and efficiency of key processes

16.1 This criterion describes the extent to which protection services
processes are being successfully managed. These include
policies, procedures and evidence of implementation of:

The availability of a protection plan.

16.2 Control of security codes.

16.3 Access control.

16.4 Assets control.

16.5 Parking control.

16.6 Investigations control and

16.7 Transport.
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APPENDIX M: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIA FOR
REGISTRATIONS
(Coetzee, 1999)
CRITERION 17
_ o SA SD | DK
Effectiveness and efficiency of key processes
17.1 This criterion describes the extent to which registration practice
and processes are being successfully managed.
These include policies, procedures and evidence of
implementation of:
Enquiries.
17.2 Application forms data capturing.
17.3 Printing of student cards.
17.4 Processing of changes in information e.g. addresses.
17.5 Proof of registration.
17.6 Validation of reports.
17.7 Outstanding documents.
17.8 Application statistics.
17.9 Maintenance of student files.
17.10 | Registration of students and
17.11 | Budgetary processes.
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APPENDIX N: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR
EXAMINATIONS

(Coetzee, 1999)

CRITERION 18

Effectiveness and efficiency of key processes

SA| A | D SD

18.1 This criterion describes the extent to which
examination/assessment processes are being successfully
managed. These include policies, procedures and evidence|of

implementation of:

Handling, administration and approval of exemptions, credits

and recognition for prior learning.

18.2 The accreditation, approval and appointment of internal

assessors and moderators.

18.3 The administration of examinations, assignments, projects,

research and portfolios.

18.4 The administration of internal and external moderation

processes for examinations.

18.5 Completion of assessor and moderator reports.

18.6 The handling of marks.

18.7 Security needs.

18.8 Handling of failures and the need for remarking and

18.9 The handling of administration process for certification of

qualifications.
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APPENDIX O: QUESTIONNAIRE ON QUALITY EVALUATION CRITERIAF OR

LIBRARY

(Coetzee, 1999)

CRITERION 19
_ o SA SD | DK

Effectiveness and efficiency of key processes

19.1 This criterion describes the extent to which library processes are
being successfully managed.
Subiject librarianship.

19.2 Cataloguing and indexing.

19.3 Inter-library loans.

194 Monitoring utilisation of the library and information services
(facilities, reading rooms, noise levels, discussion groups).

19.5 Communication and promotion of the library and information
services.

19.6 Copyright issues.

19.7 Photocopying services.

19.8 Stock renewal and

19.9 Library and Information Services performance indicators (bgoks

and journals per faculty, per programme, per subject).
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APPENDIX P: COVERING LETTER FOR QUESTIONNAIRE
2005-04-04

Dear colleague

QUALITY CRITERIA FOR SUPPORT SYSTEMS

In fulfilment of the requirements for a Masters in Technologyal@y, | am currently conducting
research to investigate suitable evaluation criteria for stggetems in public Higher Education

institutions.

Currently the Higher Education Quality Committee concentrateprogramme accreditation and

institutional quality assurance.

| am hereby requesting that you please complete the questmmsaattached. Please assess how
far you agree or disagree with the statements in the questmrama electronic mail or fax the

response back to me by 17 June 2005

Should you have any questions please feel free to contact me at the conilactujgiied below.

Yours faithfully

Renee Weideman

Quality Management

Cape Peninsula University of Technology
P.O. Box 1906

BELLVILLE

7535

weidemanr@cput.ac.za
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APPENDIX Q: FINAL SET OF GENERIC AND SPECIFIC CRITERIA

Criterion 1: Leadership with respect to vision, mission and values.

11

1.2

13

1.4

15

1.6

The unit has developed and communicated its vision, mission and values€Cb@89).

There is clear understanding of the essence of the supporviyitt exists and where

senior leaders want to take it in the future (US NIST, 2004).

The unit should state how it developed its vision and missiowaluéds (for example by

getting people involved) (SAEF, 1997).

The purpose statement (vision, mission) will determine theswaiins and objectives

(SAQA, 2001).

The purpose must be clearly stated in response to the latialhah and international

context (CHE, 2004).

There should be involvement of all internal and external lsbéders in the process (CHE,

2004)

Criterion 2: Clear strategic goals and performance indicators

2.1

2.2

2.3

2.4

There are clearly stated strategic goals and penfmemiadicators for this unit. (Coetzee,
1999) (This criteria does not form part of the final list simcsuitable result was not

obtained after Factor Analysis and Scale Purification).

There should be progress towards the goals and indicationsabfstage the unit is in

towards achieving the goals (US NIST, 2004: 15).
Goals and performance indicators should be regularly reviewed (SAES, 19

The strategic plan should have clear timeframes and resdorcghe achievement of goals

(CHE, 2004).
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2.5

2.6

2.7

2.8

2.9

Regular review of the nature and extent of the unit's resgoress is used to give effect to
institutional goals and priorities (Responsiveness is defaye8Servqual as the willingness

of employees to help customers and provide prompt service) (Paras@iaahah985).
The unit should contribute towards institutional goals (Coetzee, 1999).

The unit's reliability is important: the service is penfed right the first time (From
Servqual). Reliability is defined by Servqual as the abilityconsistently perform the

promised service dependably and accurately (Parasuraanl1985).

The unit's assurance: knowledge and courtesy of employeestaipsat inspire trust and
confidence (Assurance is defined by Servqual as the knowledgeoartesy of employees

and their ability to inspire trust and confidence) (Parasuranah, 1985).

The unit's empathy: Employees give customers caring, indlisddaattention. (From
Servqual. Empathy is defined by Servqual as the caring, idhdised attention the

institution provides its customers) (Parasuramizal., 1985).

Criterion 3: Resourcing and funding

3.1

3.2

3.3

3.4

The unit is adequately resourced and funded in terms of budgetsagement,
infrastructure, staff, workstations and staff development. (€eeti999) (This criteria does
not form part of the final list since a suitable result wasobtained after Factor Analysis

and Scale Purification)

There are adequate links between planning, resource alloaatioguality management

(CHE, 2004).

The unit maintains a work environment that contributes toveatdgaction and motivation

of all staff (US NIST, 2004).

Resources should be provided specifically for the service 8ait @000a).
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3.5

The unit’'s tangibles: The equipment must be up-to-date andhyseg facilities must be
visually appealing. Tangibles is defined by Servqual as physicdities, equipment and
the appearance of personnel. (Parasuraghah,1985) (This criteria does not form part of
the final list since a suitable result was not obtainedr &factor Analysis and Scale

Purification).

Criterion 4: Policies and procedures

4.1

4.2

4.3

Handbooks should be in place for support units which have been appyoaed aligned
with the institution. Policies and procedures for the unit's evialmathould be included

(Coetzee, 1999).
The unit’s policies must be turned into plans and actions (Coetzee, 1999).

The administrative staff of the unit shall be supported by ateegaticies and services

(Coetzee, 1999).

Criterion 5: Self evaluation guidelines

51

52

5.3

Self evaluation determines the implementation of poliones procedures, the extent to
which strategic goals are met, quality improvement needsdtaff) student, employer and
stakeholder surveys, the quality with which stakeholder eieguare handled, record-
keeping and the success of the Total Quality Management dithén the function

(Coetzee, 1999).

Top Management should obtain feedback directly on Qualityaljlament System (ISO,

2000a).

There should be stakeholder surveys on quality provision (Coetzee, 1999).
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SPECIFIC CRITERIA

Criterion 6: Student Counselling

6.1

6.2

6.3

6.4

Student counsellors must reflect core competencies in the destionstf their unique

role and functions e.g. counsellors’ professional responsibility,erioff a
counselling/therapeutic service, career development, studentlopieamt service,
academic and learning skills development, advocacy and consuletiaice, training,

assessment as part of the admissions process and community outreach.

counsellors’ professional responsibilities include:

. legal understanding of crisis intervention
. knowing ethical standards and
. practising integrity and proper judgement.

counselling/therapeutic service that:

. provides for personal, career and educational development and promotes
wellness

. has qualified personnel

. includes rehabilitative, curative and preventative components

. co-operates with a referral network and with health services

. includes psychometric and psychological tests

. keeps records locked up and confidential and

. has specific measures, policies and procedures for crisis imierne

career development service that:

. educates students and prospective students about career opportunities

. trains students for job-hunting and employment
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. supports alumni during career transitions and
. provides graduate placement.
6.5 student development service that:
. orientates students through preparation programmes
. empowers students through developmental and preventative workshops e.g.
stress management

. provides personal development programmes and leadership that pstpdesss

e.g. community awareness, multicultural and gender and
. provides resources such as leaflets and brochures.

6.6 academic and learning skills development services that focus on:

identification of impediments to a successful learning environment

. improving learning and study skills

. cognitive skills training

. collaboration with academic faculties

. access courses

. provision of resources such as leaflets, study skills packages, et

. assistance to disabled students or other students with specificangleds
. consulting, advising and mediating on behalf of stakeholders.

6.7 advocacy and consultation service that:

. assists students in extenuating circumstances
. campaigns for assistance to disabled students or groups withspecifi
needs and

152



. consults, advises, and mediates on behalf of stakeholders.

6.8 training of staff and peer helpers

. Contributions towards academic and tutorial staff training
. contributions towards support staff training and
. training to peer helpers.

6.9 assessment as part of the admissions process:

. assessment of prospective students and

. research on admission criteria, assessment techniques anchargs.

6.10 community outreach

. community outreach programmes.

6.11  assist students with transition to university life. (added)

6.12 makes a contribution to university committees. (added)

6.11 and 6.12 are added criteria that comes from the interviews.

Criterion 7: Student development

Student development should provide for leadership development, spadintspolitical groups,
cultural, religious and social societies as well as appropioates of communication and support

for off-campus students.

In order to meet the criterion, the following are required:

7.1 student development and support that:

. provides orientation to students entering the institution forirtstetime
. evaluates the services of the orientation programme and
. changes to the orientation programme where necessary.
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7.2

7.3

7.4

7.5

7.6

7.7

leadership development that:

. engages elected leaders of student structures, for exansglsting with the

interaction at faculty level and support services

. engages staff in student social development, for examplengyeblunteers for

leadership programmes and

. makes provision for leadership that caters for a diverse student@dé&y 2005).

administrative services which:

. make provision for Student Representative Council (SRC)rastnation such as

correspondence, filing and liaison with institutional departments.

SRC elections:

. an Independent Election Committee deals with nominations, vdists co-

ordinating election officers, inauguration of the new SRC and electionseport

cultural programme:

. organises artistic talent shows, artistic talent workshogsysases and local

drama productions. This compares with support process aligne#ieyiftrocess

in the core process of the Coetzee Model.

writing centre:

. provision of computers, resources for student use, support withhaents and

language support.

driver education:

. learner’s instruction, booking of appointments, driver'srutdion and driver’s test

support.
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7.8 sports administration:
. facilities management and
. sports equipment and club administration.
7.9 identify referral sources (e.g. health) (added).
(7.9 identity referral sources is an added criteria coming fronmtbeviews.)
Criterion 8 for Health and Safety

Students and staff should have effective health and safety m&eisain place such as building
safety and health auditing, residence safety and health audgafgty promotion and

communication and waste recycling.
In order to meet the criterion the following are required:
8.1 building safety and health auditing which:

. ensures that all facilities including buildings, installatiots,agje areas,
sanitary facilities and technical work areas meet the Egeints of
relevant laws and regulations.

8.2 residence safety and health auditing which:

. ensures that all food preparation, storage and handling procedures amedaraze

with health laws, regulations and codes of good practice.
8.3 safety promotion and communication which:

. provides training and awareness programmes to staff and tstuerequired by

legislation and internal policies.
8.4 waste recycling:
. implement an effective waste management system.

8.5 laboratory safety and health auditing.
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8.6 safety and health policy of the institution.

8.7 all outside contractors coming onto the campus must comply with relevant heakifieind s

regulation.
8.8 management of an effective system to prevent occupational irgndetiseases.
8.9 management of an effective compensation system.
8.10 regular fire drills (added).
8.11 regular servicing of fire extinguishers (added).

8.12 orientation to students on general safety e.g. laboratorty safé ventilation extraction

(added).

(8.10, 8.11 and 8.12 are added criteria that came from the literatuneggvie
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Criterion 9: Student housing

Effective student housing should provide residence admission®lcagotm allocation, residence

supervision, security and access control, catering services, paatity, recreation and

development, laundry, cleaning control, admission and induction of fordiggents to the

residence.

In order to meet the criterion the following are minimum requirements:

9.1

9.2

9.3

9.4

9.5

9.6

residence admissions control:

. implemented according to a documented procedure.
room allocation:

. implemented according to a documented procedure.
residence supervision.

security and access control:

. fire exit doors should be locked
. formal fire drills and
. alcohol and assault prevention.

catering services:

hygiene audits should be done regularly.

room quality:

the rooms should be sufficiently furnished.

there should be sufficient study facilities.
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9.7

9.11

9.12

9.13

recreation and development:

functions are available for recreation.

laundry:

adequate laundry facilities and

maintenance of the machines.

cleaning control:

all areas should be regularly cleaned according to specifienlaemgunts.
admission and induction of foreign students to the residence:

there is an induction for foreign students.

office administration should be available for students when required.
co-ordination of residence hall activities (added).

implementing quiet study periods (added).

(9.12 and 9.13 are added criteria that comes from the interviews)
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CRITERION 10: Financial Aid (National Student Financial Aid System (NSFAS)
Audit programme, 2004 )
10.1 Disseminating information:

. Students should be appropriately informed and there should be evafeheeavailability

of financial assistance from NSFAS utilising resources.
10.2 Inviting the application:

. There must be adequate evidence that the relevant applit@tios were readily available

to all students and that there was sufficient stock of these forms

. Does the institution use an “all purpose” application form or dbesinstitution use a

NSFAS specific application form designed by the institution.
10.3  Testing eligibility:

Firstly, does the institution ensure compliance with the following elitylaliteria:

. Must be a citizen of South Africa

. Must be accepted as a registered student at the institution
. Studying towards a first tertiary qualification

. Studying towards a second educational qualification

. Judged to be able to succeed

. Financially needy

. Unable to finance his/her studies without a NSFAS Award.

Secondly, the potential to succeed:

. Do financial aid officers have access to academic records sfutients

applying for an award?
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. What information is obtainable before the first years of study tyrdete

if the student has the potential to succeed?

. Does the institution ensure that qualifying students are regyisier

courses that can be completed to certain ratios?

Thirdly, financial need:

10.4

. Have procedures for implementing the NSFAS means test by 01 October 2002

been put in place?

. Does the institution have a copy of the means test on file?

. Does the means test identify who the neediest students are? Naonely

financial aid officers have access to the student’s fee accounéseha

scrutinised to determine any other sources of funding, and dénthecial aid
officers ensure that family contributions are seen asnaliige means of financial

contribution?
Determining the size of the loan:

Determine the formula used to calculate the size of thre Daes this formula comply with

the NSFAS award formula?

If all other NSFAS requirements are met, and where theined award is greater than or

equal to the maximum award, was the allowed maximum award granted (R17,600.00)7?

In cases where the required loan is less than the minipgrmissible loan is no loan

granted?

Did all candidates qualifying for a loan receive awards as longnals fvere available?
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10.5

Identify cases where loans that exceed the permissitdeirsts were granted and obtain

reasons for such grants .

Where insufficient funds were available to pay over talpegpplicants did the most needy

applicants with the highest potential to succeed receive fundit® firs

Granting the loan

. Did the institution highlight the interest on the loan to the redigfen

. Was the difference between loan and bursary and the up to 40% rebate
component of the loan explained to the student?

. Were students made aware of the contents of the loannzgmedorm before

signing the document?

. Was each page of the loan agreement form signed by the stodeotept the

correctness and to indicate understanding of its contents?

. Was the validity of the Identity Document numbers checked?A$Shas made a

web page available for this purpose.

. Has a copy of the ID been made and kept on file at the Fih&idiaffice and at
NSFAS?
. Who is responsible for crediting the student’s fee account?
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CRITERION 11: Human Resources (Coetzee, 1999)

This criterion describes the extent to which human resources spasceand practices are

successfully managed. These include evidence of implementation of:

11.1 a manpower plan, such as an organogram, new posts control and teeoed§ job

description and job grading

11.2 staffing plans, such as integration with strategic and manpplaas, selection and
recruitment, appointment of permanent, temporary and contradt eta#ntation and

probation, salaries and benefits, general conditions of service anelnheaagement;

11.3 performance appraisal initiatives, such as objectivengetstaff appraisal and career

development
11.4  staff development initiatives such as staff training and sleNelopment
11.5 disciplinary measures
11.6  equity and transformation processes
11.7  HIV/AIDS awareness
11.8 disability handling
11.9 sexual harassment policies

11.10 implementation of relevant Acts, such as the Labouri®safct, Higher Education Acts,

Basic Conditions of Employment Act, Employment Equity Act, Skills Development
11.11 organisational culture management
11.12 collective agreement between institutions and unions
11.13 study concessions for staff
11.14 medical aid provision and

11.15 pension fund provision.
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CRITERION 12: Marketing (Coetzee, 1999)

This criterion describes the extent to which the marketing ipesctand processes are being

successfully managed. These include evidence of implementation of:
12.1  fundraising

12.2  marketing services

12.3  public relations services

12.4  an alumni office

12.5 publications control

12.6  a corporate identity

12.7 media liaison and

12.8 institutional public affairs management.
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CRITERION 13: Information and Communication Technology (Coetzee, 1999)

This criterion describes the extent to which Informati@thnology practices and processes are

managed. This includes evidence of implementation of:

13.1 information Technology Systems, such as configuration controfugpmbrt of academic
programme needs, student based needs, financial system, humanesssixed assets,

campus space, financial aid, co-operative education, alumni systems atrdtiegs

13.2  computing facilities management, such as configuration control and changgement of
Unix and Oracle support, peripheral interfacing to integrated system, cmapnironment

management, printer consumables, printer maintenance and SLIS libnaagemngent

13.3 internet control systems, such as budget control, accessl,ceaturity and virus control,
web intra- and inter-control, network management and bandwidth aathkahty

management

13.4  personal computer resources, such as hardware provisioncagset of hardware and
software, upgrading control, applications control, resource rooresa and facilities

management and hiring of resources

13,5 Local Area Network systems, such as file server povisind management, LAN
switching and routing. LAN operations management, back-up support andyamnsare

and remote access provision and management and

13.6 IT support systems, such as security profiles, virus protesiystem upgrades, system

and data quality assurance, data back-up maintenance systems and &.helpdes
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CRITERION 14: Finance (Coetzee, 1999)

This criterion describes the extent to which finance procemsesuccessfully managed. These

include the evidence of implementation of:

14.1  funding control

14.2  levies control

14.3  bursaries control

14.4  budgeting control and links to the strategic plan
14.5 investment control

14.6  debtors and creditors control, including student debtors
14.7 income and expenses control

14.8 asset control, including fixed and movable assets
149 purchasing and issue control

14.10 salaries and benefits control

14.11 cashier control

14.12 travel control and

14.13 statutory returns control.
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CRITERION 15: Technical Services (Coetzee, 1999)

This criterion describes the extent to which technical prosesse being successfully managed.

These include evidence of implementation of:

15.1

15.2

15.3

154

15.5

15.6

15.7

15.8

campus planning systems such as layout, signage, furniture andlBmatmsn
capital works control

maintenance work control, including keys production

hiring of facilities

landscaping and gardening services

communication services such as post, telephone, printing and photocopying
transport and

protection services such as protection plans, security codes,@stesisand parking

control.
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CRITERION 16: Protection Services (Coetzee, 1999)

This criterion describes the extent to which protectionisesvprocesses are being successfully

managed. This includes evidence of:

16.1 the availability of a protection plan.
16.2  control of security codes.

16.3  access control.

16.4  assets control.

16.5 parking control.

16.6  investigations control and

16.7 transport.
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CRITERION 17: Registrations (Coetzee, 1999)

This criterion describes the extent to which registratioactmes and processes are being

successfully managed. These include evidence of:
17.1  enquiries management

17.2  application forms data capturing

17.3  printing of student cards

17.4  processing of changes in information e.g. addresses
17.5 proof of registration

17.6  validation of reports

17.7  outstanding documents

17.8 application statistics

17.8 maintainance of student files

17.9 registration of students and

17.10 budgetary processes.
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CRITERION 18: Examinations (Coetzee, 1999)

This criterion describes the extent to which examination andssres&t processes are being

successfully managed. This includes evidence of:

81.1 handling, administration and approval of exemptions, credits and recogmifpsiofo
learning

18.2  the accreditation, approval and appointment of internal assessors anatonede

18.3 the administration of examinations, assignments, projects, resednebrtolios

18.4  the administration of internal and external moderation processesafamation

18.5 completion of assessor and moderator reports

18.6  the handling of marks

18.7  security needs

18.8 handling of failures and the need for remarking and

18.9 the handling of administration processes for certification of quaidins.

CRITERION 19: Library (Coetzee, 1999)

This criterion describes the extent to which library procease being successfully managed. This

includes evidence of:

19.1 subject librarianship
19.2 cataloguing and indexing
19.3 inter-library loans

19.4  monitoring utilisation of the library and information seed such as facilities, reading

rooms, noise levels and discussion groups

19.5 communication and promotion of the library and information services
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19.6

19.7

19.8

19.9

management of copyright issues

photocopying services

stock renewal and

library and information services performance indicatort siscbooks and journals per

faculty, per programme and per subject.
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APPENDIX R: SUPPORT SERVICES EVALUATION QUESTIONNAIRE
(Coetzee, 1999)
Evaluate all the questions separately for each student service.

1. Determine the extent to which a vision and mission statement which alignthat of the
institution has been formulated for support services. Has this beenwooated to all

concerned?

2. Have clear strategic goals and performance indicators been sefpaodealfor this

function by institutional leadership? Do they cater adequately for@attd future needs?

3. Are the functions adequately resourced and funded in terms of:

Available budgets

Information systems and technology

e  Suitably qualified and experienced staff
e  Administration control

. Office space, workstations and facilities

e  Management of functions and

Staff development.

4. Are handbooks in place that adequately define policies and procedures foctizmismms

as outlined in the evaluation?
5. To what extent has self-evaluation been conducted to determine:
e Implementation of policies and procedures
e  The extent to which strategic goals are being effectively andeaffly met
¢  Quality improvement needs from staff, student and stakeholder surveys
e  The quality with which staff enquiries are handled
e The effectiveness and efficiency of record keeping

e  The success of a performance management system within the function

The success of the Total Quality Management drive within the function

Evaluate the success of the self-evaluation.

6. Describe the extent to which the support service processes aresbedegsfully managed.

These include the evidence of implementation for support processes.
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APPENDIX S: DESCRIPTIVE STATISTICS

and funding

- : Std.
Minimum | Maximum | Mean o
Deviation
1.1Criterion 1 - Vision
o 195 1.00 4.00 1.4667 | .54929
and Mission
1.2 199 1.00 3.00 1.5075 |.51118
1.3 197 1.00 4.00 1.5685 | .53607
14 196 1.00 3.00 1.5408 | .50977
15 199 1.00 3.00 1.5528 | .55594
1.6 196 1.00 4.00 1.6071 | .60235
2.1 Criterion 2 - Strategi
goals and performanq 190 1.00 4.00 1.5368 | .55033
indicators
2.2 199 1.00 3.00 1.5477 | .52846
2.3 199 1.00 3.00 1.5226 |.51073
2.4 197 1.00 3.00 1.4975 | .54045
2.5 197 1.00 3.00 1.5127 |.52108
2.6 198 1.00 2.00 1.4899 |.50117
2.7 192 1.00 3.00 1.5521 | .52915
2.8 192 1.00 3.00 1.5313 | .53079
2.9 191 1.00 3.00 1.5550 | .54855
3.1 Criterion 3 - Resourg
187 1.00 4.00 1.7326 | .69804
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Std.

Minimum | Maximum | Mean o
Deviation
3.2 198 1.00 4.00 1.5808 | .54357
3.3 198 1.00 3.00 1.6313 | .56139
3.4 198 1.00 3.00 1.5556 |.51814
3.5 198 1.00 3.00 1.5707 | .52602
4.1 Criterion 4 - Policie
194 1.00 4.00 1.4227 | .52571
and procedures
4.2 198 1.00 3.00 1.4040 | .50216
4.3 196 1.00 2.00 1.4337 | .49685
5.1 Criterion 5 - Sel
_ o 190 1.00 4.00 1.6421 | .52283
evaluation guidelines
5.2 196 1.00 3.00 1.6224 | .51670
5.3 196 1.00 4.00 1.6378 | .53244
5.4 196 1.00 3.00 1.6122 | .51903
6.1 Criterion 6 - Studer
5 1.00 2.00 1.8000 | .44721
counsellors
6.2 12 1.00 3.00 1.5000 |.67420
6.3 9 1.00 2.00 1.3333 | .50000
6.4 14 1.00 2.00 1.6429 | .49725
6.5 13 1.00 2.00 1.7692 | .43853
6.6 13 1.00 4.00 1.8462 | .80064
6.7 10 1.00 2.00 1.8000 | .42164
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Std.

Minimum | Maximum | Mean Deviation

6.8 13 1.00 2.00 1.7692 | .43853
6.9 13 1.00 2.00 1.6923 | .48038
6.10 11 1.00 2.00 1.5455 | .52223
7.1 Criterion 7 - Studer

development 13 1.00 2.00 1.3077 | 48038
7.2 13 1.00 2.00 1.3077 | .48038

Std.
N Minimum | Maximum | Mean Deviation

7.3 12 1.00 2.00 1.5833 | .51493
7.4 13 1.00 2.00 1.3846 | .50637
7.5 12 1.00 2.00 1.5833 | .51493
7.6 13 1.00 2.00 1.6154 | .50637
7.7 13 1.00 3.00 1.4615 | .66023
7.8 11 1.00 3.00 1.7273 | .64667
7.9 10 1.00 2.00 1.7000 | .48305
8.1 Criterion 8 - Healtf

and safety 19 1.00 2.00 1.4737 | .51299
8.2 19 1.00 2.00 1.5789 | .50726
8.3 19 1.00 2.00 1.4737 | .51299
8.4 19 1.00 2.00 1.5789 | .50726
8.5 17 1.00 2.00 1.5294 | .51450
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Std.

Minimum | Maximum | Mean Deviation

8.6 17 1.00 2.00 1.4118 | .50730
8.7 17 1.00 2.00 1.7647 | .43724
8.8 19 1.00 2.00 1.6842 | .47757
8.9 17 1.00 2.00 1.6471 | .49259
Criterion 9.1 - Studen

housing 17 1.00 2.00 1.6471 | .49259
9.2 17 1.00 2.00 1.7647 | .43724
9.3 17 1.00 2.00 1.7059 | .46967
9.4 17 1.00 2.00 1.5294 | .51450
9.5 17 1.00 2.00 1.7059 | .46967
9.6 17 1.00 2.00 1.6471 | .49259
9.7 17 1.00 2.00 1.8235 | .39295
9.8 17 1.00 2.00 1.7059 | .46967
9.9 17 1.00 2.00 1.8235 | .39295
9.10 15 1.00 2.00 1.8000 | .41404
9.11 13 1.00 2.00 1.5385 | .51887
Criterion 10.1 — Fin Aid | 16 1.00 2.00 1.5625 | .51235
10.2 9 1.00 2.00 1.4444 | 52705
10.2.1 6 1.00 2.00 1.6667 | .51640
10.2.2 10 1.00 2.00 1.4000 |.51640

175




Std.

Minimum | Maximum | Mean Deviation
10.2.3 10 1.00 2.00 1.5000 | .52705
10.2.4 9 1.00 2.00 1.4444 | 52705
10.2.5 8 1.00 2.00 1.3750 |.51755
10.2.6 8 1.00 3.00 1.7500 |.70711
10.2.7 10 1.00 2.00 1.6000 |.51640
10.3 8 1.00 2.00 1.6250 | .51755
10.3.1 8 1.00 2.00 1.6250 | .51755
10.3.2 9 1.00 2.00 1.5556 | .52705
10.3.3 9 1.00 2.00 1.4444 | 52705
10.3.4.1 9 1.00 2.00 1.5556 | .52705
10.3.4.2 9 1.00 2.00 1.5556 | .52705
104.1 9 1.00 2.00 1.5556 | .52705
10.4.2 9 1.00 2.00 1.5556 | .52705
10.4.3 9 1.00 2.00 1.5556 | .52705
104.4 8 1.00 2.00 1.6250 | .51755
10.4.5 9 1.00 2.00 1.6667 | .50000
10.5.1 8 1.00 2.00 1.6250 | .51755
10.5.2 8 1.00 2.00 1.6250 | .51755
10.5.3 8 1.00 2.00 1.6250 | .51755
10.5.4 6 1.00 2.00 1.8333 |.40825
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Std.

Minimum | Maximum | Mean N
10.5.5 13 .00 .00 .0000 .00000
10.5.6 13 1.00 1.00 1.0000 | .00000
10.5.7 13 1.00 2.00 1.5385 |.51887
11.1 Human resources | 12 1.00 2.00 1.6667 | .49237
11.2 12 1.00 2.00 1.5000 |.52223
11.3 11 1.00 3.00 1.9091 | 1.04447
11.4 12 1.00 2.00 1.2500 | .45227
115 12 1.00 3.00 1.2500 |.62158
11.6 12 1.00 2.00 1.5000 |.52223
11.7 12 1.00 2.00 1.5000 |.52223
11.8 11 1.00 2.00 1.0909 | .30151
11.9 12 1.00 4.00 1.6667 | 1.23091
11.10 12 1.00 3.00 1.3333 | .65134
11.11 11 1.00 4.00 2.0000 |1.26491
11.12 11 1.00 3.00 1.3636 | .67420
11.13 10 1.00 2.00 1.2000 | .42164
11.14 12 1.00 2.00 1.0833 | .28868
11.15 12 1.00 2.00 1.0833 | .28868
12.1 Marketing 5 1.00 2.00 1.6000 | .54772
12.2 9 1.00 2.00 1.6667 | .50000
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Std.

Minimum | Maximum | Mean Deviation
12.3 9 1.00 3.00 2.1111 | .60093
12.4 9 1.00 2.00 1.6667 | .50000
12.5 9 1.00 3.00 2.0000 |.70711
12.6 9 1.00 2.00 1.6667 | .50000
12.7 9 1.00 2.00 1.7778 | .44096
12.8 9 1.00 2.00 1.7778 | .44096
13.1ICT 14 1.00 2.00 1.5000 |.51887
13.2 14 1.00 2.00 1.4286 | .51355
13.3 14 1.00 2.00 1.2143 | .42582
13.4 14 1.00 2.00 1.2143 | .42582
13.5 14 1.00 2.00 1.2857 | .46881
13.6 14 1.00 2.00 1.1429 | .36314
14.1 Finance 4 1.00 2.00 1.5000 | .57735
14.2 3 1.00 2.00 1.6667 | .57735
14.3 4 1.00 2.00 1.5000 | .57735
14.4 4 1.00 2.00 1.5000 | .57735
14.5 4 1.00 2.00 1.5000 | .57735
14.6 4 1.00 2.00 1.5000 | .57735
14.7 4 1.00 2.00 1.7500 | .50000
14.8 4 1.00 2.00 1.7500 | .50000
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Std.

Minimum | Maximum | Mean N
14.9 4 1.00 2.00 1.7500 | .50000
14.10 4 1.00 2.00 1.5000 |.57735
14.11 4 1.00 2.00 1.5000 |.57735
14.12 4 1.00 2.00 1.5000 |.57735
14.13 4 1.00 2.00 1.7500 | .50000
15.1 Technical services | 11 1.00 3.00 1.6364 | .80904
15.2 11 1.00 2.00 1.3636 | .50452
15.3 11 1.00 2.00 1.2727 | .46710
154 9 1.00 2.00 1.4444 | 52705
15.5 11 1.00 2.00 1.4545 | .52223
15.6 11 1.00 3.00 1.6364 | .67420
15.7 10 1.00 3.00 1.6000 | .69921
15.8 11 1.00 2.00 1.6364 | .50452
16.1 Protection service | 16 1.00 2.00 1.5000 |.51640
16.2 17 1.00 3.00 1.5882 | .61835
16.3 17 1.00 3.00 1.5882 | .61835
16.4 17 1.00 3.00 1.4706 | .62426
16.5 17 1.00 2.00 1.4118 | .50730
16.6 17 1.00 2.00 1.4118 | .50730
16.7 16 1.00 2.00 1.4375 | .51235
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Std.

Minimum | Maximum | Mean N
17.1 Registrations 12 1.00 2.00 1.7500 | .45227
17.2 12 1.00 3.00 1.8333 | .57735
17.3 12 1.00 2.00 1.7500 | .45227
17.4 11 1.00 2.00 1.7273 | .46710
17.5 12 1.00 2.00 1.8333 |.38925
17.6 11 1.00 2.00 1.9091 |.30151
17.7 12 1.00 2.00 1.9167 | .28868
17.8 12 1.00 2.00 1.8333 |.38925
17.9 11 1.00 2.00 1.7273 | .46710
17.10 12 2.00 2.00 2.0000 | .00000
17.11 11 1.00 2.00 1.6364 | .50452
18.1 Examinations 15 1.00 3.00 2.0000 | .65465
18.2 18 1.00 3.00 1.9444 | 63914
18.3 17 1.00 3.00 2.0588 | .65865
18.4 18 1.00 3.00 1.8889 | .47140
18.5 18 1.00 3.00 2.0556 |.53930
18.6 17 1.00 3.00 1.8235 | .52859
18.7 18 1.00 2.00 1.5000 | .51450
18.8 17 1.00 3.00 1.7059 | .58787
18.9 18 1.00 3.00 2.0000 | .68599
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Std.

Minimum | Maximum | Mean Deviation
19.1 Library 15 1.00 2.00 1.6000 | .50709
19.2 15 1.00 3.00 1.6000 | .63246
19.3 15 1.00 2.00 1.4667 | .51640
19.4 14 1.00 3.00 1.6429 |.63332
19.5 15 1.00 2.00 1.4000 |.50709
19.6 14 1.00 2.00 1.4286 | .51355
19.7 15 1.00 2.00 1.6000 | .50709
19.8 15 1.00 2.00 1.4667 |.51640
19.9 15 1.00 3.00 1.6667 | .61721
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APPENDIX T: LIST OF HIGHER EDUCATION INSTITUTIONS THAT
PARTICIPATED IN THE STUDY

1.

10.

11.

12.

13.

14,

15.

16.

17.

18.

19.

20.

University of Cape Town (UCT)

Central University of Technology (CUT)

Cape Peninsula University of Technology (CPUT)
Durban University of Technology (DUT)
University of Fort Hare (UFH)

University of the Free State (UFS)

University of Johannesburg (UJ)

University of Kwazulu Natal (UKZN)

University of Limpopo (UL)

Mangosothuto Technikon (MT)

Nelson Mandela Metropole University (NMMU)
North West University (NWU)

University of Pretoria (UP)

Rhodes University (UR)

University of Stellenbosch (US)

Tshwane University of Technology (TUT)
University of South Africa (UNISA)

Vaal University of Technology (VUT)
University of Venda (UV)

Walter Sisulu University (WSU)
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21. University of the Western Cape (UWC)
22. University of the Witwatersrand (WITS)

23. University of Zululand (UZ)
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APPENDIX U: OVERALL RESEARCH PLAN AND DESIGN

Anticipating the expectations of senior staff within support umiitthe number and type

of criteria required to evaluate such units.

The identification of five generic criteria making up the dimand environment

evaluation of the support evaluation construct.
The generation of 27 items representing the generic criteria.

The identification of 14 specific criteria, each relevanbhe of the 14 types of support

units and their processes that was chosen by quota sampling for this study.

The collection of generic expectations data from a sample of&gtndents, each of
whom was a Head of a chosen support function. In a similar mantnvda collected

from about four to 19 respondents of specific criteria for a chosen unit.
Scale Purification through an iterative sequence.

Assessment of the validity and reliability of the 27 itergresenting the five generic

criteria.

For the 4 to 19 specific responses for each of the 15 chosen supporConilputation of the mean

and standard deviation for each of the items.
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APPENDIX V: SUPPORT UNITS THAT WERE SELECTED FOR THE STUDY

e Quality Assurance (QA) - generic criteria only.

e Student Counselling (SC)

e Student development (SD)

e Health and Safety (HS)

e Student Housing (SH)

¢ Financial Aid (FA)

e Human Resources (HR)

e Marketing and public relations (MKT)

¢ Information Communication and Technology (ICT)

e Finance (FIN)

e Technical Support (TS)

e Protection Services (PROT)

e Administration of registration of students (REG)

e Examination Administration (EXAM)

e Library (LIBR)
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APPENDIX W: LIST OF RESPONDENTS TO QUESTIONAIRES

he

NUMBER [ INSTITUTION SURNAME [NAME UNIT TELEPHONE
1 University of Cape Town February Colette Quality 021 6509111 e-mail
hand
2 University of Stellenbosch Adams Junay Quality 021 808911 delivered
Nelson Mandela Metropolitan
University Oosthuizen Martin Quality 041 5042111 e-mail
Rhodes University Mzamane Buyisiwe Quality 046 6223679 e-mail
hand
5 UNISA Brink Johan Quality 012 4296271| delivered
hand
6 University of Witwatersrand Bhagwandgs Kamal Quality 012 71740p8elivered
hand
7 University of Zululand Sutherland Lee Quality 035 9026000delivered
hand
8 Walter Sisulu University Madoda M Quality delivered
Durban Institute of Technology Sataar Bella Quality 031 20421011 telepho
hand
10 University of Western Cape Morta Vincent Quality 021 9592139lelivered
hand
11 University of Cape Town Short Anne Counselling 021 650249@lelivered
hand
12 University of Stellenbosch Cilliers Charl Counselling 021 808497 Helivered
hand
13 University of Western Cape Suffla Shanaaz Counselling 021 9593b8¢elivered
Cape Peninsula University of hand
14 Technology Smith Elsabe Counselling 021 460391f1delivered
15 University of Kwa-Zulu Natal Sutherland Maya Counselling 031 2607111 maile-
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NUMBER [ INSTITUTION SURNAME |NAME UNIT FTELEPHONE

16 University of Free State Herbst Petro Counselling 051 4019111 e-malil

17 University of Fort Hare Majola NontsikelejaCounselling 040 6022011 e-mail

Nelson Mandela Metropolitan

18 University Smith Darryl Counselling 041 5043306 e-mail

19 University of Johannesburg Mkhatshwa Counselling 011 4062416 telephgne

20 UNISA Barnard Sonia Counselling 021 936413p telephong

21 Central University of Technology Cronje Gert Counselling 051 507319%x f

22 Durban Institute of Technology Singh Amar Counselling 031 2042153 telephohe
hand-

23 University of Cape Town Salasa Tasneem Financial aid 021 6509]L dglivered

24 University of Western Cape Bell Rensche Financial aid 021 9593266 ail e-m

Cape Peninsula University of vd hand

25 Technology Westhuizen Chris Financial aid 021 4603911 delivered
hand

26 University of Stellenbosch Hanekom A Financial aid 021 80846p6@elivered

27 University of Kwa-Zulu Natal Ngomane J Financial aid 031 2607111 ephehe

28 University of Pretoria Goosen Jeanne Financial aid 012 4204111 il e-ma

29 Tshwane University of Technology De Villiers Roekus Financihl ai 012 3184116 e-mail

30 University of Johannesburg Cotty Ina Financial aid 011 4062192 telephope

31 University of Fort Hare Koni L Financial aid 040 602259 fax

32 University of Limpopo Herman Karen Financial aid e-mail

33 Central University of Technology Kubheka Zinclair Financidl ai 051 5073911 telephone

34 Tshwane University of Technology Motsepe Onicca Financial aid 012 B384/ telephone

35 Durban Institute of Technology Nceng Shu Financial aid 031 2042111 telephgne
hand

36 University of Cape Town Willis G Student housing 021 650911Melivered
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NUMBER [ INSTITUTION SURNAME [NAME UNIT TELEPHONE
hand
37 University of Stellenbosch Malan Dawie Student housing 021 80848G¥kelivered
hand
38 University of Western Cape Martin Peter Student housing 021 9592p@elivered
Cape Peninsula University of
39 Technology Hlalukana L Student housing 021 4603870 fax
40 University of Free State Knoetze Esta Student housing 051 4019111 | e-mai
41 University of Fort Hare Hershula Student housing 040 60220111 telephope
42 Rhodes University L'Ange lain Student developmgent 046 6038188 telephagne
43 University of Kwa-Zulu Natal Wills Student housing 031 2607111 telephonge
44 Durban Institute of Technology Nhassengq Doc Student housing 031 2042111 lephon
45 University of Pretoria Zielie Margo Student housing 012 4205099 phete
46 Tshwane University of Technology Buys Judy Student housing 012 3185092 photee
47 University of Fort Hare Mhaga J Student development 040 6022007 telephgne
hand
48 University of Cape Town Goliath Edwina Student development 021 650392iklivered
hand
49 University of Stellenbosch Cilliers Student development 021 808911delivered
hand
50 University of Western Cape Middleton Winston Student development  021205922delivered
Cape Peninsula University of
51 Technology v d Louw P Student developmgnt 021 4603149 fax
Nelson Mandela Metropolitan
52 University Minnie Robin Student development 041 5043868 telephone
53 University of Fort Hare Morrison L Student developmeént 040 6022007 telephope
54 University of Johannesburg Mgolombape P Student development 011 4892911phortele
55 Rhodes University L'Ange Student development 046 6038138 telephope
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NUMBER [ INSTITUTION SURNAME |NAME UNIT FTELEPHONE
56 Tshwane University of Technology Snyman Pieter Student development 012818p@-mail
57 Durban Institute of Technology Sedumedi Student developiment 031 2042682 teleptone
58 University of Kwa-Zulu Natal Naidoo Ravi Student development 031 260244@lephone
59 University of Cape Town Langley Michael Health and Safety 021 6503352lephone
60 University of Stellenbosch van Deventer Piet Health and Safety021 8084657 telephone
61 University of Western Cape Arendse Geoffrey Health and Safely 021195991telephone
Cape Peninsula University of
62 Technology Hendricks Curt Health and Safety 021 4603695 telephor||e
63 University of Pretoria Fouche Frans Health and Safet) 012 3625190 tedephclm
64 University of Fort Hare Pondy Health and Safety 040 6022446  telephope
65 University of Free State Hansen Ivan Health and Safety 051 401257%photee
66 University of Witwatersrand Aslett Chris Health and Safety] 011 7179035 telephone
67 Central University of Technology Bester Hennie Health andySafet 051 5073911 telephone
68 Durban Institute of Technology Mbanjwa Sam Health and Safety 031 2042783 photed
69 University of Kwa-Zulu Natal Dougal Nolene Health and Safety 031 26014 1telephone
70 University of Western Cape Mercuur Karlene Human resourcep 021 9592599mail e
71 Tshwane University of Technology Redelinghllys Karen Human resource912 3185906 telephone
72 University of Cape Town Du Toit Judith Human resources 021 6505685 tedephgn
73 University of Witwatersrand Taylor Gary Human resources 011 01714 e-mail
74 University of Zululand Human resources 035 9026000 fax
Cape Peninsula University of hand
75 Technology van Oordt Nic Human resources 021 959111 delivered
Cape Peninsula University of
76 Technology Stofile Pazuma Human resources 021 4603920 e-mail
77 Mangosuthu Technikon Subrayan Vis Marketing 0319077111 e-mail

189



NUMBER [ INSTITUTION SURNAME [NAME UNIT TELEPHONE
78 University of Free State van Rooyen Ivan Marketing 051 4019111  le-mai
Cape Peninsula University of hand
79 Technology Abrahams Yusuf Marketing 021 959620pdelivered
80 University of Johannesburg Stead Jonathar Marketing 011 4062126 il e-ma
81 Central University of Technology Naude F Marketing 051 5073820 telephon
82 University of South Africa Ferre M Marketing 012 429111 e-mail
Information
83 Vaal University of Technology Ramasodi technology 016 9509112 telephone
Cape Peninsula University of Information hand
84 Technology Tennant Paul technology 021 9596407 | delivered
Information
85 University of Limpopo Rahimi Farvar technology 051 2682449 telephone
Information
86 Tshwane University of Technology Niezen Jan technology 012 3185656 telephone
Nelson Mandela Metropolitan Information
87 University Nel Chris technology 041 5042318 telephone
Information
88 University of Zululand Kannem Yvette technology 035 9026802 telephone
Information
89 University of Pretoria Venter Hennie technology 012 4202985 telephone
Information
90 Mangosuthu Technikon Sipho technology 031 9077349 telephone
Information
91 University of the Western Cape Nathan Antha | technology 021 9592157 telephone
Information
92 University of Free State Kotze technology 051 5073010 telephone
Information
93 Rhodes University Jacot F technology 046 6038279 telephone
94 North West University Jooste Helei Information 016 9103261 fax
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technology
Information
95 Durban Institute of Technology Singh \Y, technology 031 3085206 telephone
Information
96 University of Kwa-Zulu Natal Lubbe technology 031 2607111 telephone
97 Mangosuthu Technikon van der Migh Finance 031 90773b4 telephope
98 University of Kwa-Zulu Natal Ramkisson Hiraman Finance 031 260807&-mail
Nelson Mandela Metropolitan
99 University Wasserman Johan Finance 041 5043215 telephone
100 University of Fort Hare Ramoo Finance 040 6022155 telephone
101 University of Free State Deysel Ria Technical servicegs 051 4012} 8Aephone
102 Durban Institute of Technology Govender Basil Technical services 031 20431telephone
103 University of Zululand Smythe Mike Technical services 035 902655 lephtene
104 University of Venda Manenzhe T Technical service$ 015 9628103 telephdne
105 Walter Sisulu University NemutandahAlbert Technical services 043 7085200 telephone
106 North West University Schutte Jan Technical services 018 2992y 32ephare
107 University of the Western Cape Achilles Cedric Technicalcey 021 9593383 telephone
108 University of Witwatersrand Prinsloo Technical service$ 011 7179016 telephone
109 Rhodes University Hattingh Technical serviceg 046 6038111 telephope
110 Mangosuthu Technikon Marais Mike Technical servicep 031 9077301 ephoeie
Nelson Mandela Metropolitan
111 University Blignaut Stuart Technical services 041 5043247 e-mail
112 Vaal University of Technology Booysen Chris Technical servicgs016 9509255 telephone
Cape Peninsula University of
113 Technology Kensley Desmond Technical serviceg 021 9596247 telephone
114 University of Pretoria Moketedi Dennis Technical serviceg 012 4% 2{l telephone

191



NUMBER | INSTITUTION SURNAME |NAME UNIT TELEPHONE

115 Tshwane University of Technology Mithibe Humphrey  Technicalessvi | 012 3184503 telephone

116 Stellenbosch University Swart Francois Technical servicg€21 8084834 telephone

117 Rhodes University Carstens Dave Protection servicgs 046 603814&phote

118 University of Free State Marapo Protection servicds 051 4013869ephdere

119 University of Free State Frankim Willie Protection sewvicel 051 4013438 telephone
Cape Peninsula University of

120 Technology Howard Bob Protection services 021 4603408 telephone

van der

121 Stellenbosch University Venter Protection services 012 8084657 telephong

122 Durban Institute of Technology Schaick Faizel Protection servige833 8458806 telephone

123 University of Kwa-Zulu Natal Rajmora Derek Protection sewi | 031 2608092 telephone

124 University of the Western Cape Sam Frank Protection servige012 0502239 telephone

125 University of Pretoria Msume R Protection servicep 012 4202310 ephteie

126 Tshwane University of Technology Joubert Nick Protection servic| 012 3186387 telephone

127 University of Johannesburg Botha Theo Protection services 011 48920et:phonhe

128 Central University of Technology van Aswegan Protectioncgeyv | 051 5073177 telephone

129 University of Limpopo Ragoma Alfred Protection serviceg 015 268249lephone

130 Mangosuthu Technikon Smith Gerard Protection servicgs 082 31991 &ephane

131 University of Zululand Ntuli Protection services 035 9026593 telephorje

132 University of Fort Hare Summerton lan Protection services 040 6022P4dephone

133 Vaal University of Technology Refilwe Protection servicep 016 &9 fax

134 University of Witwatersrand Swemmer D Registrations 011 717100@lephone

135 University of Venda Humphrey Registrations 015 9628000 telephone

136 Stellenbosch University Fourie N Registrations 021 8089111 telephope

137 Vaal University of Technology Mazibuko Lindi Registrations 016 9509000elephione
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138 University of Pretoria van Zyl Registrations 012 4204111 telephorje
139 University of Johannesburg Nomatemha  Molosi Registrations 011 40625tslephone
Nelson Mandela Metropolitan
140 University Vermeulen Registrations 044 8742801 telephong
141 Mangosuthu Technikon Naidoo S Registrations 031 9077125 telephgne
142 University of Limpopo Mafara Priscilla Registrations 015 2689111 lephene
143 University of Kwa-Zulu Natal Panday Registrations 031 2067111 telephone
144 University of Free State Joubert Registrations 051 4019111 telephope
145 University of Fort Hare Ntzima Registrations 040 6022011 telephong
146 Durban Institute of Technology Pillay Registrations 031 2042026 telephone
147 Central University of Technology De Swart Registrations 051 507391 Elephoned
148 University of Limpopo Makumbilo Examinations 051 2682226 telephonged
149 Unkown sample Examinations fax
Nelson Mandela Metropolitan
150 University Dorothy Jonathan Examinations 041 5042111 telephoned
151 University of the Witwatersrand Registrar Examinations 011 717120@lephoned
152 University of South Africa Le Roux Examinations 012 429111 telephoned
153 University of Venda Mulaudzi Examinations 015 9628000 telephoned
154 University of Kwa-Zulu Natal Ransewak Pradeep Examinations 031 2507p telephoned
155 University of Cape Town Abrahams Michele Examinations 021 650394lephtmed
156 Vaal University of Technology Viljoen Examinations 016 9509000 telephorje
157 University of Pretoria Karstens Examinations 012 4202721 telephoned
158 Central University of Technology van Rooyenh  Annemafie = Examirsatio 051 5073911 telephoned
159 Rhodes University Fourie S Examinations 046 6038111 telephored
160 Nelson Mandela Metropolitan Hustler Cynthia Examinations 041 5043107 telephongd
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University
161 University of Free State Spammer Examinations 051 4013449 telephgned
162 Stellenbosch University Fourie Neels Examinations 021 8084830 teldphdne
163 Walter Sisulu University Matiwane Examinations 047 5022910 telephone
164 University of Zululand Vezi Examinations 035 9026284 telephoned
165 Tshwane University of Technology van Wyk Examinations 012 3185152 tedmphagn
Cape Peninsula University of hand
166 Technology de Wee George Examinations 021 95962P@elivered
167 Tshwane University of Technology Swanepoe| Adriaan Library 012 3185480mail e
168 Mangosuthu Technikon Msimango Hoekie Library 0319077111 e-mail
169 Stellenbosch University Swart Henriette Library 021 8089111 ke-mai
Nelson Mandela Metropolitan
170 University Fokker Library 041 5042057 telephonec
171 Durban Institute of Technology Spershott Claire Library 033 845884 telgbhoh
172 University of Limpopo Matshire Library 015 268245( telephongd
173 University of Free State Du Preez Library 051 4013469 telephoned
174 University of Fort Hare Oosthuizen S Library 040 6531534 telephoried
Cape Peninsula University of
175 Technology Davids Marion Library 021 460 3409  telephoned
176 University of Witwatersrand Walker Clare Library 011 7171952 lept®wned
177 Vaal University of Technology Joyce Library 016 9509000 telephoned
178 University of the Western Cape Knoll \% Library 021 9592932 teleghong
179 Rhodes University vander Rief S Library 046 6038111 telephorjed
180 University of Zululand Locholl A Library 035 9026458 telephoned
181 University of Pretoria Motale Maggie Library 012 420537p telephongd
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182 University of Johannesburg Sehunelo Health & Safety 011 9335500 teldphone

183 Walter Sisulu University Mbuyiselo Douglas Health & Safety 043 74B52| telephoned

184 Vaal University of Technology Ramokzopa Health & Safety 016 9509316 ephteied

185 Tshwane University of Technology Christie Mahlangu Health &tgpafe | 012 7999000 telephoned
Nelson Mandela Metropolitan

186 University Kok Health & Safety 044 8742801 telephoned

187 University of Kwa-Zulu Natal Govender Health & Safety 031 2608101 ephehed

188 University of Johannesburg Kruger Student Housing 011 4892911 telephgned

189 Vaal University of Technology Ncgobo Student Housing 016 9509829 telephoned

190 Mangosuthu Technikon Zondi Student Housing 0836622690 telephoped

191 University of North West Gentle Karel Student Housing 018 2991118 telephone

192 Vaal University of Technology Madzhie Student Housing 015 9628000 telephoned

193 University of Venda Nnzeru Student Housing 015 9628028 telephomned

194 University of Zululand Nxumalo Student Housing 035 9026693 telephoned

195 Rhodes University Jackson Ruth Student Housing 046 6038111 telephoned

196 University of Johannesburg Britz Almarie Financial aid 011 4892101 kelephoned

197 University of Zululand Mthiyane Financial aid 035 9026000 telephongd

198 Rhodes University Bheyile Leanda Financial aid 046 6038111 telephoped

199 Vaal University of Technology Botsane Financial aid 016 95090pP0 telegbhon
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