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b tract 

As distance education (DE) is now accepted as a legitimate form of education and as 
universities and colleges attempt to meet the growing demand for course and programmes by 
learners one major concern has been the aspect of quality. This study sought to determine the 
influence of quality dimensions on the growth of Distance Education Programme. The Bachelor 
of Education degree programme offered by distance learning at the University of airobi was 
used as the unit of analysis. To achie e this goal, rhe study had the following objecti es: to 

determine the relationship between tangibles dimension of the di tance education degree 
progran1me and growth in Distance Education Programme; to assess the relationship between 
reliability of the distance education degree programme and the programme' growth pattern; to 
determine the relationship between responsiveness of the distance education degree progran1me 
and growth of the programme; to det~rmine the relationship between assurance of th distance 
education degree programme and growth of the programme; to examine the relationship 
between empathy and the progran1me s growth and to determine the influence of moderating 
variables on the growth pattern of the programme. To acbjeve these objectives, the study 
targeted students registered for the Bachelor of Education (Arts) degree at the Uni ersity of 
Nairobi in their 2nd and 3rd years of study. Also targeted for the study was staff involved in the 
provision of the programme. The staff included were lecturers (tutors) and resident lecturers 
(located at the regional centres). The students were first stratified on the basis of their study 
centres and then by sex. Systematic sampling was then used to select a sample of 327 student 
respondents. Purposive sampling was also used to select the staff. A response rate of 92.4 
percent was achieved for students and I 00% for staff. The technique of data analysis used 
were the measures of descriptive ratistics and inferential tatistics. These were Chi- quare test, 
Mann - Whitney U test and Pearson s correlation analysis. he findings revealed that the 
programme's r sponsi eness is significant at the 95% confidence le el followed by programme 
reliability. The findings further indicated that ther was a weak relationship between all the 
quality dimensions and the growth pattern measures of the number of students registered into 
the programme the number of resident lecturers employed and the number of regional centres 
that have been established. In addition the study found that there was a positive and strong 
relationship between growth trends and the external environmental factors. The study provides 
a number of recommendations. First managers of a DE programme and quality regulatory 
bodies should know that DE programmes can grow in spite of learners negative perception of 
its quality. econdly the middle level managers of DE programmmes should consider the 
willingness of the top management to pursue a growth strategy and the market needs in 
formulating a growth strategy. Third the managers of DE programmes should en ure efficient 
support services such as prompt marking of assignments. good teaching/teaming method 
caring and indi idualized attention to learners, constructive feedback on assignments and 
affordable cost. These are key factors that determine satisfaction among distance learners. 
Finally the managers of DE programme should make improvements in out-of-class 
communication with tutors. currency of study materials, and a ailability of study materials as 
these were found to fail in meeting stakeholder expectations. The study al o recommends that 
further research be conducted to correlate actual qualit dimensions and perceived quality 
dimension since the two may be at variance. ft is further recommended that a study be carried 
out to determine the effectivenes of the various quality dimension indicators. 
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1.1 Background to the tudy 

HAPTER 0 

TRODUCTIO 

One of the most ignificant trend in the education mark tplace in recent times i 

the rapid growth in distance education. Mowen and Parks ( 1997) argue that this 

gr wth i due to the fact that academic administrators often view distance 

education institution as re enue centers. Other reason ha e ranged from the 

realization that there are many people not reached by classroom-based mode of 

deli ery due to cost and distance constraints. 

Distance education is a mode of study that takes place when a content provider and 

a learner are separated by physical distance. Technology acts as an interface 

simulating face-to-face communication thereby bridging the instructional gap 

( mith and Debenham. 1998). The definition by Hedge (1982) treats distance 

education as learning in an en ironment in hich tutor and learners are not. for 

the most part, in a face-to-face ituation. According to Hedge thi definition 

challenges the traditional ' taJk and chalk' model of learning. 

Hedges definition conforms to that of the Commonwealth of Learning (COL). 

COL defines di.stance education as the transfer of knowledge or skills to persons 

who are separated mostly by time and space from those who teach or train them. 

The t aching is done with a ariety of ' mediating proce es ' used to transmit 



content. to pro ide tuition and to conduct a e ment or m a ure outcomes (COL, 

20 9). 

Holmberg (1989) make the point that distance learners are not under continuous 

immediate upervision of tutors pre ent with their students in lecture rooms or on 

the same premise. This suggests self-directed and independent approach to 

learning. It also implies a type of en ironment in which the learners are relaxed 

and comfortable thus setting the kind of climate that is conducive to learning. 

This definition des ribes a shift towards a more learner- centered approach 

to ards the provision of education (Martin. 1997). Thi mod of study provides 

the flexibilit needed to tailor education or training to the specific need of 

learners. 

1.1.1 Distance Education in the World 

Distance Education (DE) is not a new concept. Itinerant wanderers who delivered 

infonnation by word of mouth were perhaps the world first distance educators. 

They brought information from afar to eager recipients whom they encountered 

during their tra els (Willi , 2012). Thi century's old practice wa irrevocably 

changed b the invention of print. Print was first put into u e in distance education 

with the development of correspondence cour es created b universities to 

disseminate knowledge. ln the late 1800s at the University of Chicago, the first 

major correspondence course programme in the United tates was established in 

which the teacher and learner were at different locations. Before that time 

particularly in preindustrial Europe, education had been available primarily to 

2 



males in higher level of ociety (Gunawardena and Marina, 2008). The most 

effective form of instruction in those days wa to bring students together in one 

place and one time to learn from one of the rna ter . That form of traditional 

education remains the model today. The early efforts of educators in 1890 to 

e tabli h alternative m de of learning ere ignored . orre pondence study. which 

a designed to pro id du ational opportunitie to tho e individuals who were 

not among the elite and ho could not afford full time learning at a higher 

educational in titution was looked down on as inferior education. Many educators 

regarded correspondence cour es as simply business operations out to make money 

from willing learners. Indeed, many correspondence courses ' ere viewed as 

simply poor modes of study for the traditional modes. However, the need to 

provide equal access to educational opportunitie has always been part of the 

democratic ideals of modern societie . A a result, corre pondence study took a 

new turn . 

The development of corre pondence study began with the development of radio 

during the irst World War and television in th I 950s which made instruction 

outside of the traditional classroom find a new delivery system. Many examples of 

how early radio and television were used in schools to deliver instruction at a 

distance can be cited. For instance Wisconsin' School of the Air was an early 

effort in the I 920s to affirm that the boundaries of the school were the boundaries 

of the state (Gunawardena and Marina, 2008). 

Distance Education has e perienced dramatic growth internationally since the 

early 1980s. It has e olved from early correspondence education to using primarily 
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print based material into a world ide movement u ing variou technologies 

(Wi llis, 2012 . Daniel, et al 1982) points out that di tance education has become a 

common form of education in man countrie of th \) orld. The goal of distance 

education have been to offer degree programme and to battle illiteracy in 

developing countrie and to provide training opportunities for economic growth. A 

review of the I iterature on university education illustrates that a significant number 

of learner around the world receive their education through di tance programme 

(Brown 201 0). 

1.1.2 Di tance Education in North America 

The United tates of Am rica was slow to enter the distance education 

marketplace. Ho ever when it did a form of distance education unique to its 

needs e olved (Moore 1990). Although it did not have the economic problems 

observed in many countries of the world and the massive illiteracy problems of 

developing countries, the United tates of America had problems of teacher 

shortage in the field of cience mathematic and foreign languages. The e 

factors and the need for training in busines and indu try prompted the move 

to ard the adoption of di tance education. The growth of distance education was 

not significant since b 1987 th re ere fe\ er than I 0 tates offering distance 

education. However. b 1988, the number of tates had grown tot a-thirds of the 

states in America (Gunawardena and Marina 2008) due to emerging technologies 

and societal needs. 
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In Canada the responsibility for education r ts at the provin ial le el hereas in 

the United States of America, the federal go ernment plays a major responsibility 

in providing distance education. Distance education in Canada ha de eloped with 

eleven major signatures over the ten provinces Yukon and the orthwestern 

Territories whereas in the United tates, the federal go ernment has mounted 

major programm . Di tan e edu ation 10 anada and the United tates of 

America ha followed the emerg nee of at llite, fibre optic, compre ed video 

and broadband digital development in carrier technolog Willis 20 12). Rapid 

developments in distance education technology ha e created a challenge in 

assessing the degree to which distance education learning alternatives are being 

used in orth American educational institutions (Brown, 2010). Due to federal and 

state grants most states are invol ed in distance education programmes in the 

United tates of America. 

numb r of higher education in titutions share programming across national 

border as a result of integrated. shared - u e. broadband distance education 

net\ orks that are cost - effective among users. The networks make it possible for 

North Americans to use older hybrid distance education systems that employ 

teleconferenci11g broadcast television Instructional Television Fixed Service 

computer confer ncing cable and fibre optic ith new digital ba ed multimedia 

networks (Brown 20 I 0). The term digital fus ion or the con ergence of existing 

and emerging technologie into one "deli ery fabric' has placed the North 

Am rican learn r in the digital driver s eat' (Willis, 20 12). The learner has 

a ailable a ide range of programmes that include English, pan ish. Mathematics 

and undergraduate and graduate courses that he/ he can pursu . 
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In the Caribbean, distance education is focu ed at the Uni ersity of th West 

Indies (UWI). The Uni ersity is supported by 14 Engli h peaking Caribbean 

countries. The challenge that faces UWJ has been its inability to meet the needs of 

widely scattered economicaJiy depres ed countrie in the ast islands. To 

overcome thi challenge, UWI developed a telecommunication network upported 

by other form of traditional m dia. WI has programmes for community aides 

technicians teacher nur es and a variety of other profes ionals (Wi lli 20 12). 

1.1.3 Di. tance Education in Europe 

Since the seventies open and distance higher education evolved exponentially in 

Europe. In orne countries this was based on exi ting pro isions such as 

correspondence education or extramural programmes. But the foundation of the 

Open niver ity in Milton Keynes in 1969 started the discussion in many 

countries in Europe. Gradually other open and distance universities were created in 

Spain Germany the Netherlands and Portugal. In other countries the traditional 

universities built centres for open and distance education and associated them in 

national consortia in order to develop synergies. 

The establishment of the Open University was revolutionary both with regard to 

target groups and to educational method. The access to the university was open 

also for tudents who didn ' t fulfill the formal requirements for access to the 

univ rsity. The educational method took into account the condition for home 

student and was ba ed on recent learning theorie . High quality learning material 

was used besides of an intensive tutoring programme and modem media of which 

television broadcasting at that time as the most spectacular one (Henderikx et al 
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1996). Thi tudent centred approach and th orr pending quality requirem nts 

for learning material affe ted thorough( the practic ofalmo t the hole field of 

open and distance education in urope. 

As a result, a large network of open and distance teaching provisions was created 

in Europe albeit that it was more developed in the countries where a dedicated 

Open and Distance University was operational. This network, which is reaching 

e en remote areas b its study centres approach is a basic asset for a further 

de elopment of lifelong learning in Europe. 

Open and Distance learning in urope began with the e tablishment of the Open 

niversity of the United Kingdom (OUUK) in 1969. lt became one of the most 

imp01tant educational and social developments of the century. The University was 

gi en the power to grant degrees and to act in all student, curriculum, and research 

matters as would any other University (Brown 201 0). OUUK has offices in 13 

regions throughout Britain. It offers undergraduate postgraduate and continuing 

education degrees. Print material forms the backbone of the courses and is 

supported ith a mix of audio cassettes, radio broadcasts, ideo cassettes 

tele ision broad a t , lide computer conferencing field trip tutorials and 

counseling. The students ha e formed self - help and study groups, participate in a 

range of acti ities and ha e a newspaper publication. There are o er one hundred 

and fifty undergraduate course that are on offer as well as specialized short 

courses and free study packs. 

The Universidade Alberta (UA) of Portugal was created as a full degree granting 

national distance teaching institution in 1988. The Uni ersity offers in - service 
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teacher training languages and literature parallel to the other Universities in 

Portugal. Print - based material are uppl mented b) radio and tel vision 

programmes and telephone tutoring. Coun elling is provided to learners from 

support centres tbat are located in institutions of higher learning. Other centres 

ha e been established to provide library ser ices (Willis 2012). There are other 

se era! universities in olved in the provision of distance education in Europe. 

These include Fernuniversitat in Germany Universidad acional de Educacion a 

Distancia (Spain) the Open Universiteit (the etherlands) and the Centre ational 

de I Enseignement a Distance of France. ln nearly all the European countries 

wher no op n uni ersity has been established conventional universities offer 

open and di tance ducation in the framework of special centres or institutes where 

course are offered using online networks (Henderikx et al 1996). In Europe open 

and distance learning policy is demonstrated as reinforcing the ideological role that 

education and training play in the drive for economic success and competitiveness, 

and a range of frameworks for policy analysis have been explored within the 

unique international regime that is the European Union. 

1.1.4 Distance Education in Asia 

Distance education has shown tremendous potential and promise m the Asian 

region . Asia is the biggest of all the continents and there is a huge diversity in 

terms of culture, technology infrastructure showing both ends of development 

spectrum in terms of developed and developing nations (Latchem and Jung, 20 I 0). 

There are more than 1 00 major institutions and countless smaller ones in Asia that 

offer distance education courses and programmes. Distance education has been 
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very ucce sful and almost all the countrie of the A ian region ha e open 

univer itie . The e are in the form of single mode, dual mode or fast emerging 

convergence ystem. Information and Communication Technology has played a 

pi otal role in these Open and Distance Learning institutions Latchem and Jung 

2010). 

Di tance education in Asia i een as an avenue for sharing re ource among 

educational in titutions most of hich are higher educational ones. One of the 

countries in Asia to establish its first open learning institute was Bangladesh 

(Brown 2010). The university addresses the unique needs of the entire spectrum of 

education (COL 2009). Andhra Pradesh Open University of lndia was also 

e tablished around that time to provide equality of education opp01tunities to a 

large segment of the population. lt offer Bachelor s degrees in Arts cience 

Commerce and Library/Information cience. In tructional strategies include print 

audio ca sette . radio broadcast . residential chools, face -to - face tutoring and 

counseling ( OL 2009). The Univer ity has 57 district centres. 

A discussion of distance education in Asia cannot be complete without a mention 

of the other universities concerned with its provision. These universities are 

located in China Japan and Indonesia among other Asian countries. The Open 

University System of China (OU C) (combining former China Central Radio and 

TV University, which was e tablished in 1979 with other radio and TV 

univ r itie acros th countr ) wa the countr · ole pro ider for 20 ears. 

B tween 1998 and 2003, the Ministry of ducation (MoE) licensed 68 online 

colleges operating from ithin conventional universities such as T inghua 

University Peking University Beijing ormal University, and other instiJutions to 
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become online provider (J ung et al. 201 I). B 2008, the number of acti e 

distance tud nts in China as 3,-60,000 (12%) fall tudent in the higher 

education ector. Out of these, orne 2,250,000 were studying through the OU C, 

whil 1 310 000 were in the online college (Jung, et al. 2011). However, due to a 

growing public concern o er the quality of the cour es and programmes offered, 

the MoE in 2003 ceased granting appro al for new online colleges and introduced 

a quality assurance system that required both the OUSC and online colleges to 

comply ith the guidelines and document provided by the MoE. The Ministry of 

Education al o impo ed nationally tandardized e ·amination upon them. The 

institution ere also required to folio the Annual Reporting and Censorship 

procedure, which invol e annual internal re iews and external audits b the 

Distance and ontinuing Education Office in affiliation with the Department of 

Higher Education of the MoE. 

In Japan The Open University of Japan (OUJ) (fonnerly the University of the Air) 

first offered bachelors' programmes in the greater Tokyo area through terrestrial 

tele ision and radio and correspondence in 1985. ln 1998 it w nt nation ide, 

using satellite digital broadcasts and a network of study centres (lung et al 20 I I). 

In 20 I 0, the Universit had a tudent population of almost I 00 000 students. Since 

2001 0 J has been providing graduat programmes, but e-learning has not yet 

be n mainstreamed into OUJ's tem. Besides OUJ, 42 conventional universities, 

two cyber universitie and se era! graduate schools also offer DE programmes. 

ince 2004 all higher education institutions are supposed to be reviewed and 

accredited every seven years by one of three Quality Assurance agencies approved 

by the Ministry of Education Culture ports Science and Technology. These are 

the National In titute of Academic Degrees and University Evaluation (NJAD-
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UE) the Japanese University Accreditation Association (JUAA) and the Japanese 

Institute for Higher Education Evaluation (JIHEE) (Jung, et al 2011). Despite this 

no specific quality assurance or accreditation system has been established for DE 

institutions or their programmes. 

Since the mid-1950 Indonesia has used DE to train teachers but it was not until 

1984, when Univer ita Terbuka (UT) was established, that DE became widely 

accepted and recognized within the country (Jung, et a l, 20 1 J) . Although it has 

been permissible for conventional universities to offer DE courses and 

programmes since 2001 Jung et al (20 11) further claims that UT has remained as 

the only higher education institution that is entirely employing an open and 

distance education system in Indonesia. UT's total student body was more than 

650 000 as of 2010. As a public university UT must adhere to all of the quality 

standards and regulations applicable to higher education institutions in Indonesia 

including the ubm i sion of semester-based self-a sessment reports to the Ministry 

of ational Education. T has been accredited by the independent ational 

Accreditation Board of Higher Education (BAN-PT). In addition UT has 

voluntarily sought accreditation from other international organizations including 

the International Council for Open and Distance Education (ICDE) and the 

International Organization for Standardization (ISO) for ISO 9001:2000/2008 

(Jung et al 2011). 

Distance education in Asia is not only confined to the countries just mentioned. 

Other countrie in the Asian continent involv d in the provision of higher 

education using the distance learning mode include South Korea Malaysia, 

Mongolia, Philippines Singapore and Sri Lanka. Asia currently has more open and 
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distance teaching universities and more distance learners than any other region in 

the world (Latchem and Jung 2009). The ever-expanding demand and increasing 

a ailability, ophistication. and affordabilit of technology is encouraging 

go ernments to urge more institution to adopt DE seek new markets, and offer 

their cour e online. However the biggest challenge facing all of these institutions 

is how to assure and improve quality wbjJe at the same time widening access, 

reducing costs, and developing the kinds of mechanisms that will best support such 

efforts (Jung 2005). 

1.1.5 Distance Education in Africa 

The strength of a country distance education y tern is direct! related to the 

countr s economic stature. Jt i therefore no surprise that, sub-Saharan Africa 

currently trails the rest of the world in DE development. In sub-Saharan Africa 

DE has been used primarily "to widen access to basic education and to improve 

quality in the conventional school system through in-service training of teachers' 

(Moore & Kearsley 2005). Even so programmes are being created to provide 

college-le el and vocational training to a young population that is desperately 

seeking to find opp01tunities for work and economic development in what is 

currently an intellectual! and economical! starved region. Unlike much of the 

rest of the world the demographics of Africa - due to AID , en ironmental 

challenges, and a variety of political and historical complications - show that 

approximately half of the entire population of Africa is less than 20 years old and 

that population growth continues at an alarming rate. The result of this is that 

governments are unable to build school systems fast enough to absorb the 

increasing numbers of primary secondary and college-level students. These youth 
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are eager to find educational opportunitie that v ill better equip them to compete 

in the increasingly globalized world, a need that is being addressed by succe ful 

distance programmes throughout the region. 

Approximate[ , 70 - 80 institutions in Africa provide distance education. The 

Univer it of outh Africa became the orld's fir t Open Uni ersity in 1951 as a 

dedicated corre pondence univer it (Bro n, 20 I 0) . The other institutions were 

the Zambia ational Correspondence College establi hed in 1965. The University 

of Zambia u es a mixed - mode organizational model (Rumble 1986). Tanzania 

has trained over 35 000 teachers by distance education over a 5 year period to staff 

a universal primary educatjon programme. 

African distance education institutions have used mostly print and face -to- face 

media, although national broadcast radio has been used in a number of innovative 

programmes. In 1965 Ethiopia establi hed a mall educational broadcasting 

programme directed at 12 000 viewers. This undertaking was expanded to include 

TV so that educational radio and TV became available nation - wide (Gupta 

2011). Distance education has been proposed to assist Africans with the 

educational crisis facing many countries. Recent efforts, such as the 2004 All

Africa Ministers Conference on Open Learning and Distance Education show a 

common goal among educational leaders in many African countries, particularly of 

Burkina Faso, Ghana Kenya, Tanzania and Zimbabwe to support the 

development of D programmes (Leary and Berge, 2007). However in spite of 

the e effort , there have been ome conspicuous disappointments including poor 

quality (often stemming from the lack of in estment in institutions) and the failure 
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to reach large parts of those communiti that have traditionall been marginalized 

by the higher education ector (Dharajan. 200 1 ). ase studies of Zambia, Kenya 

and Zimbabw uggest that criti al fa tor for th effecti ne of di ranee 

education are the provision of adequate resources and firm political backing 

(Gupta 2011 . 

1.1.6 Distance Education in Kenya 

Distance education is not a new thing in Kenya. Private mainly British 

correspondence colleges have offered courses in Kenya for many years. For 

instance, the Uni er ity of airobi, through the College of Education and External 

Studies (former! the College of Adult and Distance Education) has used distance 

education since 1967 (Holmberg 20 II). About fi e public universities, three 

private ones and five institutions have been involved in the provision of education 

through the distance learning model (Odumbe, 2004). 

In Kenya the pre sure for distance education has been necessitated by the rapid 

increase in the number of applicants who meet the minimum University entry 

requirements but cannot be absorbed in the Public Universities due to limited 

space and staff. Thi cenario i compounded by the e er expanding secondary 

school enrolment and the demand for better- qualified manpower (Kamau and 

Odumbe 1995). The large number of universities and institutions reflect the 

growing interest and concern that Kenya has in ensuring that outreach programmes 

are available to the many qualified Kenyans who cannot be reached by the 

conventional mode of delivery. Odumbe (2004) observes that the institutions 
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enture into di tance edu ation e en when orne of th m are not prepared due to a 

ariety of rea ons. These rea ons include: the realization that there are people not 

reached b the current mode of study as a result of distance bed capacity, time and 

cost· profit moti e· respon e to specific needs such as teacher training. in - ervice 

workers· and to provide alternative mode of learning. 

The uni er iti and in titution offer programmes that are similar to tho e offer d 

on campus. The e programmes ar information technology Art ba ed, Busine s 

and cience u ing a variety of media uch as print - ba d audio cassette. radio, 

computer and satellite mediated and a heavy face - to - fac tutorial sessions. 

However the distance education institutions face numerous problems among them 

being few professionals, lack of polic on capacity building, and a lack of fora for 

sharing information on open and distance learning. Other problems centre on the 

inadequacy of infrastructure high co t of using electronic media, insufficient 

facilitie . and inad quate learnino re ources. These problems indicate that the 

pre ent pro i ion of di tan e education rna lead to poor quality programmes. 

1.1.7 Di tance Education at the Univer ity of Nairobi. 

Distance education at the University of airobi can be traced to the first 

Department of Extra- Mural Studies which as founded in Makerere, Uganda in 

1953. Under this Department the first resident tutor for Kenya was appointed in 

1956. In 1963 th re pon ibiliry of organizing the extra-mural studies in Kenya 

was tran ferr d to a new E ·tra - ural Departm nt fthe then niversit allege, 

airobi. In the arne ear the allege of ocial Studie located in Kjkuyu, which 
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had run a an ind pend nt centre for resid ntial adult education ince 1961 , a 

absorbed into the Uni ersity College Nairobi ( yagga, 2001 ). The centre was then 

amalgamated \ ith the Extra - Mural Department thus forming the Institute of 

Adult Studies. fn 1966 the two departments were integrated under one director 

and the residential centre was renamed the Adult tudie Centre. 

In 1967 a Correspondence Course nit wa e tablished as another arm of the 

In titute of Adult tudies. In 1983. the in titute wa accorded College status and 

became the College of Adult and Oi tance ducation folio ing the 

recommendations of the Inspection and Visitation Committee which established 

six Colleges of the University of airobi. In September 1985 the Government of 

Kenya accepted the recommendations of the Uni ersity Council which elevated 

the three divisions of the College into the Institute of Extra Mural tudies School 

of Distanc Studies and the Institute of Adult tudies. A new Faculty of External 

Studie as established. The Faculty of External Studie has a long history dating 

back to th K nya ducation Commi sion of 1965 when the need for off campus 

degree courses was expres ed. Many working partie were charged with the task of 

finding a s and means of establishing a faculty which would be a Service 

Department ithin the University of Nairobi to offer distance education degrees 

but without success (Karani 1981). In 1976 a Feasibility tudy was carried out 

whose recommendations suggested that such a degree programme could be 

established under the then Institute of Adult Studies. However due to the high 

financial implications. the report was simply received and no action was taken. 

From the intere t expre s d for such a programme and the inability of the 

University of airobi"s internal departments to take all those who met University 

requiremen the enate set up a Task Force Committee in 1983 to look into the 
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possibilities of etting up an External Degree Programme. The Committee 

ubmitted its report in ugust 1983 to the enate recommending the establi hment 

of the Faculty of External D gree tudies (renamed Faculty of External Studies). 

The report was ace pted by both the enate and the Go ernment of Kenya and in 

the 1985/ 1986 financial year money was voted for it implementation. The 

Faculty s legal establishment in the University of airobi followed the acceptance 

of the new statutes go erning it by the University Council in September 1985. 

The Faculty comprises of three Departments name! Educational Studies. Extra

Mural Studies and Distance Studies. The Faculty is headed by a Dean while the 

Departments are headed by Chairmen. The Faculty was later renamed the chool 

of Continuing and Di tance Education (S DE) folio ing the recommendations of 

the Senate on the Rationalization and Down izing of Uni ersity Programmes in 

2003. In order to assist in the running of the programmes there is provision for 32 

members of staff composed of academic members senior administrative assistant 

senior technician to run printing section clerical and other support staff. ln 

addition to tbe full - time staff SCDE has a large number of part - time staff 

involved in the provision of teaching and materials development services. These 

are recruited mainly from the internal faculties of the University of Nairobi 

Ken atta Universit and from other institution of high r learning. 

1.1.8 The External Degree Programme 

The School of Continuing and Distance Education offers its courses by distance 

learning. The courses are for teachers workers and other individuals who would 

wish to pursue their courses by this distance mode. The commonly pursued course 

is that offered to would be teachers and it is known as the External Degree 
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Programme. It admit per on \ h are ei ther orking as untrained teacher in the 

Art and cience or tho ho wish to ork a tea h r . The cours is di ided 

into ix erne ter each lasting a period of ight month . Thu a student registered 

in the programme takes a minimum of four calendar years (an equiva lent of three 

academic years) and a maximum of ten years. The programme is offered through 

the distance study methods with print as the main medium of instruction. The 

study materials are developed in units which cover an equivalent of approximately 

thirt lecture hour . Though the are self contained and v ritten in a manner that 

make them high! inter-active the chool ha extensive tud nt support ervices. 

These include face - to - face tutoring, learning re ource centre (Regional 

Support Centres located in ten region around the country) residential sessions and 

library ervices. 

Residential face- to- face sessions are meant to give the Ieamer an opportunity to 

interact with both his/her fellow students and lecturers. The residential sessions are 

mandatory and are spread over a period of four ear . Since the course is divided 

into si emesters (commonly referred to as parts), there are three weeks of 

residential ession for each mester (Kamau and Odumbe, 1995). The first 

re idential ession is for orientation (or introduction to the course), while the others 

are used to supplement the study units and undertake parts of the course that 

require face - to - face teaching and tests. The last residential session for each 

semester is used for revision activities to be followed by written final 

examinations. Residential sessions are supposed to be conducted at the University 

of Nairobi during the University vacations but at times they may be conducted in 

hired teaching institutions around the Cit of airobi . 

18 



upport services are also pro ided to students. A ariety of support services are 

a ailable. Th e includ regional re ource c ntre Regional upport Centres) 

tud centres, librar service audio material and information - sharing. 

Regional re ource entre are located in the i ting ·tra - Mural 

entre . urrentl , th r are about ten u h entr lo ated in airobi. Mamba a, 

Kisumu yeri Kakarnega akuru Ki ii Gari a, Thika and Meru. There are 

also subs - centre within the major centres. The centres are used to provide 

counseling services discussion group di semination of information about 

External Degree Programme and for organizing and coordinating activities at the 

study centres. They also act as the distribution points for the study materials and 

marked term papers. 

Librar facilitie tock mo t ofth book that ar li ted in the tud unit . tudents 

are suppo ed to isit the library during residential e sions or when the are at 

home during their free time. They use the book a reference materials. tudents 

are also advised to visit public libraries (especially the Kenya National Library 

ervice libraries). The University maintains an online library service where 

students can access both the electronic journals and ebooks. 

Information sharing is another component of support service available to students 

registered in the External Degree Programme. Thi component provides the 

student \i ith an opportunity to hare exp riences ith colleagues. lmportant 

information i communicated to the tud nt through ne spapers, letters radio and 

word of mouth through the taff. tudents can also communicate to the tutors and 

support staff by letters or telephone calls on matters that are of concern. 

The course is assessed through continuous assessment tests (one- hour timed tests 
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and term paper ), and ,. ritten examinati n that Ia 1 n o hours for each ubject that 

the student ha r gi tered . he learner i e pect d to take examination at the end of 

each emester completed. The timed tests and that are supervised are taken during 

the last residential sessions. There is also written assignments that a learner is 

supposed to write while at home and submit to the tutor during the second 

residential session. The timed tests and written term papers form the continuous 

asses ment component and accounts for 30% of the fmal mark in each subject. The 

student is also supposed to write an examination at the end of the semester. The 

e ami nation form the greatest part of asse sment ince it accounts for 70% of the 

final marks. For the tudent to qualify for the award of the degree of the Bachelor 

of Education (Arts) he/she is required to sit and pass all the papers during the 

course of study. He/she must also pass Teaching Practice (a component of the 

practicals). The pass mark is 40%. If he/she passes all the requisite papers, the 

student is finally awarded the degree at either First Class Honours Second Class 

Honours (Upper Division) Second Class Honours (Lower Division) or Pass based 

on tbe marks scored at 2"d and 3rd years of study. 

1.1.8 e- Learnino at the Uni er ity of Nairobi 

Information and communication technologies (ICTs) affect all sectors of society. 

Internet originall designed for communication on research is a regular tool for 

scientific information and interaction within and between universities (Henderikx, 

et al l996). lCTs are characterized by their abi lity to be used synchronously and 

asynchronously on-line and off-line, and by being able to mix several media into a 

multimedia environment. This means that ICTs are able to facilitate the interaction 

between teaching taff and students as well as between students and their peers 

20 



(collaborative Iearnjng) as never before. Moreover they can differentiate students 

with regard to learning content and method of instruction. Last but not least, LCTs 

give worldwide access to information (e.g. libraries) or learning resources (e.g. 

courses and programmes). 

In an effort to initiate and expand e-learning and other technology-based ODL 

opportunities, the University of Nairobi established an Open Distance and e

Learning Centre at Kikuyu Campus. There i.s also Information and Communication 

Centre located at Chiromo Campus to manage e - Leaming activities at the 

University. Among these activities is an Interactive Self- Learning Materials that 

is available on tbe e - Learning platform. It is a multimedia portal that allows 

learners to register for courses and to access course materials. The portal is 

available at htt:// learning.uonbi.ac.ke/claroline. 

s distance education becomes more accepted as a legitimate form of education 

and as colleges and universities attempt to meet the growing demand for courses 

and programmes for distance learners, one major concern is the aspect of quality. 

According to Dharanajan (2002), the primary issue for distance learning 

institutions like for conventional ones, is quality and the assurance that students 

are being provided with the best possible education or training with the highest 

possible standards. The quality of distance education varies like any other form of 

education. Its quality can be the result of a ariety of factors, some internal and 

others external to distance education organizations. Some of these factors include 

the levels of skills and expertise of staff the amount of resources available weak 

or strong leadership, efficiency of its administration systems, or the 

communications infrastructure in a country (Robinson 1995). 
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Quality in op n and distance I arning ODL) i often judged in terms of the 

learning mat rial what r them dium Robin n, 1995 . Ho v r. a programme 

is mor than just the material · it i al o th total it of e p rience of the learner. 

Mo en and Park ( 1997) argu that there are eriou que tions about the integrity 

of distance education programmes and how students percei e their overall quality. 

Robinson ( 1995) argues that the success of distance education programme depends 

on how well the course production delivery and student support sub- ystems 

function. 

Howe er. an institution claim to qualit rna fail to match the p rformance 

observed or experienced by those out ide and in ide of it such as learners 

profe sional bodie and policy maker . Fore ample excellent materials may be of 

little help to a learner if not delivered to him/her on time. 

1.2 Problem Statement 

hrinking resources from the exchequer the demand for a more cost-effective 

education and competition among niversities for students have recently 

motivated academic adm ini trator in public universities to adopt strategic 

marketing approaches to enable them to sur ive. uccessful institutions are 

defining market niches within un-served or under-served populations and are using 

innovati e strategies that capitalize on new opportunities (Mowen and Parks 

1997). Because traditional strategies such as reliance on on-campus mode of 

offering educational services are not in them elves sufficient for educational 

institutions to survive into the 21st centur many academic administrators are 
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creating new visions for their institutions and programmes. For instance the 

University of airobi launched an external degre program to pro ide quality 

education to mature working adults ho ha e the keenness and ability to continue 

their education by studying in d1eir own time and place with far-reaching social 

and economic benefit (Kamau, 1984). 

In Ken a, fi e pub I ic uni ersities and nine tertiary level institutions have launched 

distance education programs. A di tance education becomes more accepted as a 

legitimate form of education and as college and uni ersitie attempt to meet the 

growing demand for courses and programs for distance learners, one major 

concern is the aspect of quality. According to Dharanajan (2002) the primar issue 

for distance learning institutions like for conventional ones is quality and the 

assurance that students are being provided with the best possible education or 

trainjng ith the highest po ible standard . The quality of distance education 

varie like any other form of du ation. Its quality can be there ult of a ariety of 

factors that are either internal or ext rnal to di tance education organizations. 

Some of these factors include the levels of skills and expertise of staff the amount 

of resources available, weak or strong leadership, and efficiency of its 

administration systems or the communication infrastructure in a country 

(Robinson 1995). Dharanajan 2002) observes that the failure to ensure quality of 

design product de elopment and deli ery and support services have contributed to 

seriou negati i m about the alue of distanc education in many parts of the 

developing world. 
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In spite of the criticisms cited the Univer ity of airobi through it Department of 

Educational Studies intends to boost its ability to pro ide di tance education 

through such strategies as the increa e in enrolment and extending access to 

une ploited geographical area . This implie a growth trategy that is likely to 

occur during the growth pha of a pr duct life le. re ie of the literatur 

sho that the number of students admitted in a emester has b en declining. 

However, the student numbers started ri ing in the 2009/20 I 0 academic year. The 

student enrollment for the period 2005 to 2012 i as shown in Table I. 

Tablel.l: Student Enrolment for the Period 2005-2012 

Academic Year Enrollment 

2005/2006 747 

2006/2007 835 

2007/2008 702 

2008/2009 687 

2009/2010 1 328 

2010/2011 995 

2011/2012 2 121 

(Sou rce: umis/smis.uonbi.ac.ke) 

However the actual number of tudent admitted o er the same period increased 

from 747 in the academic year of 2005/2006 to 2 121 in the academic year of 

2011/2012. The number dec)jned dramatically from a high of 835 to 702 in the 
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academic years 200612007 and 2007/2008 respecti ely. The number dropped 

further to 687 in the 2008/2009 academic year but picked up in the following year 

(Umis 2011). The department responsible for the provi ion of distance education 

at the niversity of Nairobi recognizes that it ha certain weaknesses such as 

shortage of teaching staff shortage of physical facilities and delays in releasing 

examination re ults to tudents ( trategi Plan 2008-20 13). Indeed the Vice

chancellor of the ni er ity of airobi ha not d that one of the major problem 

experienced in thee ternal degree programme is perennial delay in the delivery of 

study materials to students. Added to these weaknes es i the issue of the total cost 

(measured by the total fees payable by a student per semester). Whereas a growth 

strategy calls for reduced cost (Best, 2005) the total cost of the external degree 

programme has been rising over time (Uo , 2011). 

As Universities embark on growth strategy it is not clear whether they ha e 

identified the external degree programme characteri tics that are most valued by 

stakeholders and how the ni ersities perform against the characteristics. Indeed 

these are quality issues that the niversities ought to be concerned about in order 

to function effectively and efficiently in a highly competitive environment 

(DiDomenico and Bonnici 1996). While it is important to understand the variables 

that affect student satisfaction with distance education courses as it lead to 

significant programme improvements to meet the student needs (Kelsey Linder 

and Doole 2002) it is equal! necessary to measure students perceptions and 

make recommendation on the o erall qual it of a distance education programme. 

This is also important as it lead to 10\ er student attrition and a greater number of 

referrals from enrolled student . 
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A revie of the literature ho\i that the Uni er ity of airobi has pursued a 

growth strategy. Thi ha been demon trated b the opening up of four more study 

centr in the ear 2006 to offer uppon er ice to the learner . Best (2005) notes 

that there i need for the analysis of target mark t, organizational capabilities, and 

current and projected environmental forces before a final strategic deci ion can be 

made. imilarly uganthi and Anand (2004) posit that quality of education has to 

be evaluated before an organization adopts it strategies. Nevertheless, available 

literature indicates that no study has been conducted to how the level of student 

satisfaction with the University's distance education programme before any 

strategy was made. Murphy ( 1997) also posits that before any strategic option is 

adopted for a programme, an institution must systematically evaluate how 

con umers are ati fied with the programme. 

This study therefore sought to ans er the question: Is there a relationship between 

the quality dimensions of a distance education programme and strategy choice for 

an educational institution or does a distance education programme s quality 

dimensions influence an educational institution s growth strategy? 
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1.3 Purpo of the tudy 

The aim of this study was to d termine th relationship between the quality 

dimensions of a distance education programme and the strategy choice of an 

educational in titution in higher education. 

1.4 Objectives 

The pecific objective of there arch were as follows: 

l. To determine th relation hip between tangibles dimension of a degree 

programme and growth of the External Degree Programme 

2. To assess the relationship between reliability dimension of a degree programme 

and growth of the External Degree Programme 

3. To determine the relationship between responsivene s of a degree programme 

and growth of the External Degree Programme 

4. To e tablish the relationship bet een as urance dimension of a degree 

programme and growth of the External Degr e Programme 

5. To establish the relationship between empathy dimen ion of a degree 

programme and growth of the External Degree Programme. 

6. To determine the relationship between moderating effect of environmental 

factors and growth of theE ternal Degree Programme. 
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1.5 Research Hypothe es 

This re earch was premised on the following null hypothes : 

H,. There i no ionificant relation hip betv een tangibles of a programme and 

growth of the E temal Degr Programme. 

H2. There i no ignificant relation hip between programme s reliability and the 

growth of the E temal Degree Programme. 

HJ. There is no significant relationship between programme s responsiveness and 

growth of the External Degree Programme. 

f4. There is no significant relationship between programme s assurance and 

growth of the Ext rna I Degree Programme. 

Hs. There i no significant relation hip between a programme s empathy and 

growth of the E ternal Degree Programme 

H6. There is no ignificant relation hip between moderating en ironmental factors 

and growth of the External Degree Programme .. 

1.6 Significance of the Study 

This research is on the external degree program s quality dimensions and what 

perceptions customers hold to ards such dimensions. Additionally the research 

sought to determine th effect that the perceptions may have on a growth strategy. 

There ults of this study are intended to benefit the following parties. 

First academic administrators at di tance education institutions wi II be able to 

develop an inventory of quality dimensions that auld enable the institutions to 

define acceptable quality of service and to assess strengths and weaknesses in the 
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pro ision of education er ices as an aid to long term planning for quality 

i rn provemen t. 

econdl . the di tance edu ation program pro iders (facultie , in titut s, and 

departm nt ) are inform d on the mo t important quality dim n ion that 

cu t mers alue. uch kno ledge will b u eful in the overall e aluation of 

di tance education in Kenya. Finall the distance education researcher may find 

the results of the study useful as reference material in academic di course. 

1.7 Delimitations 

Thi study wa carried out among th external degree students at the College of 

Education and External tudi s of the niver ity of airobi. This comprised the 

2"d and 3rd year students ho had ufticient experience in the programme. It also 

used the staff formally attached to distance education tudy centres as well as those 

who taught at a distance in arious academic disciplines. 

At the time of carrying out the study there were 2036 tud nts who sat for the 

Continuous Assessment Tests in the April 2007 Residential ession. These were 

the acti e students in their 2"d and 3rd years of study in the programme. 

In addition th tud dwelt on the program quality and excluded other a pect of 

quality such a r putation for qualit and services quality. These other dimen ion 

of quality are broad and would r quire enormous resource and time to capture. 
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1.8 Limitation 

This study exclusively examined the relation hip between quality dimen ions and 

the growth of External Degree Programme among 2nd and 3rd year Bachelor of 

Education degree students tutors and resident lecturers in a single geographical 

location. The ability to draw conclusion on other students in the I 51 year of tudy 

and other stakeholders or other geographical locations is restricted. 

The other limitation i that th set of dimension of the programme quality 

considered in thi tudy ma not be e hau tive. Although the model u ed in the 

study e plained 62.88% of the total ariation there still may be other dimensions 

that have been missed out. For e ample, some researchers have argued for a 

dimension that assesses the outcome of services (Powpaka 1996). However 

educational service quality deals primarily with the processe of education (e.g. the 

mann r in which it is pro ided) rather than the outcomes (e.g. skills developed 

extent of learning). 

1.9 Definition of ignificant Term 

In thi study, the following terms were used as defined belov : 

Assurance: Knowledge and courtesy of employees (staff at centres and teachers) 

and their ability to inspire trust and confidence among students. 

Customer: individuals who have enrolled in the University to learn and are being 

taught in the chool of Continuing and Distance Education by distance mode. Jn 

this stud , the t rm customer and student arc used synon mously. 
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Di taoce Education: A learning paradigm that is characterized by a separation 

bet\ een the student and other members of the course. including the instructor and 

other tudents in time and/or place for an portion of the cour e. The teaching i 

done ith a ariet of mediating proces es'' u ed to tran mit content provide 

tuition and to conduct a es mentor measure outcome . 

Empathy: Caring, indi idualized attention that staff provide to the tudents. 

External Degree Programme: Course of study by di tance learning leading to the 

award of a degree. 

Growth: Increase in the number of students registered per year regional centres 

and resident lecturers employed to serve students. 

Indicators: Outputs that an educational institution can point to as signs of uccess 

of failure. 

Module One: Mode of stud in which a student recei es gov rnment-sponsorship 

and is re ident in a Uni ersity campus and learns most of the day in a face-to-face 

situation. 

Module Two or Dual Track Programme: Mode of study in which a student does 

not recei e any go ernment-sponsor hip (self-sponsored) and pays the full unit 

cost of the programme he/she is undertaking. 

Perceived Quality: Customers judgement about distance education's overall 

excellence or superiority. 

Programme Quality: The degr e to hich a di tance education programme's 

inherent characteri tic fulfill expectation or meet specifications of customers. 

Quality: Conformance to requirements or conformance to pecifications fitness 

for stated purpo e. 
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Quali Dimeo ion : Input or fa tor con ciou I made by an institution to 

upport its programme. 

Reliability: Ability of the staff attached to distance education centres to perform 

the promised ser ice dependably and accurately. 

Responsiveness: Willingness of staff formally attached to distance education 

centre and teacher (tutors) to help students and provide them with prompt 

ervice. 

Strategy: The means' u. ed to achieve organization s objectives. For example, 

growth as a strateg to generate more revenue for a di ranee education in titution. 

Tangibles: Refers to ph sical facilities equipment appearance of personnel and 

communication material used in the distance education programme. 

1.10 Organization of the Chapters 

The thesis report is presented in five chapters. The first chapter provides the 

background to the study, problem statement and the objectives of the study. An 

outline of the re earch question , hypothe e and the definitions of the significant 

terms follow the objective . 

Chapter two is a review of the literature in the field of distance education. The key 

thematic areas of quality dimensions and growth strategy are presented. The 

conceptualization of quality within the context of distance education is presented 

in which it is viewed as the degree to which inherent characteristics fulfills 

requirements. A review of the standards b st practices or benchmarks is provided. 

The growth variables are pre nted foliO\ ed by a re iew of current status of 
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studies on the quality of Distance Education. Finally theoretical and conceptual 

frameworks on which the study is anchored on are presented in this chapter. 

Chapter three is on the methods utilized to achi ve the study s objectives. It begins 

with a de cription of th de ign of the study, target population, sampling 

procedures, data collection method . data collection procedure, operationalization 

of the ariables used and a description of the instrument u ed to collect the data 

required. The reliability and alidity of the research instrument is also presented 

together with the analytical techniques used. 

Chapter four presents the results of the data analysis. Both descripti e and 

inferential tatistics are presented. Frequency distribution tables, mean and 

standard deviation ha e been used as the descriptive tatistics. The Pearson 

product-moment correlation technique. Mann-Whitney U test and Chi-square tests 

were u ed to test the research h pothese . 

Chapter five presents the summary of the findings, discussion of results 

conclusions and recommendations. The purpose of the study was to determine the 

relationship between quality dimensions and growth strategy. The chapter 

therefore summarizes the research problem and a discussion on the implications of 

the findings on theory, polic and practical aspects. Recommendations arising 

from the conclusions are pre ented together with the areas for further research. 
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1.11 ummary 

The chapter began ith background information to the study in which the various 

views on the nature of distance education are presented as explained by different 

authors. The background further provides reasons why distance education has 

rapidly grown in Kenya. The key factors contributing to the growth are limited 

space in the campuses expansion in econdary school enrolment and the demand 

for better-qualified manpower. A a result of the growing demand for higher 

education the Uni er ity of airobi set up a task force to examine the possibiUty 

of establishing an external degree programme. The ta kforce recommended the 

establishment of a degree programme to be offered at a distance with conditions on 

admission administration training and learning similar to those for the internal 

students. 

The section on background information is followed by the problem statement in 

which it is observed that the University of Nairobi has continued to increase its 

enrolment of distance learners as well as e pand access to distance education by 

opening up centres in many geographical areas around the country albeit the 

growing concern over the quality of distance education. 

The purpose ofthe study and its objectives follow the problem statement. The aim 

of the study was to establish the relationship if any between the quality 

dimensions of a distance education programme and lhe strategy choice of an 

educational instrtution in higher learning. There were six objectives that guided the 
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study. These objecti es considered the relationship between the various quality 

dimensions and growth. 

The next ection deals ith the ignificance of the study. The study was found to 

contribute to the de elopment of an in entor f quality dimensions that would 

help to define acceptable qualiry ser ice in di tance education programmes. 

Additional! , the result would offer orne e aluation criteria in Distance 

Education in Kenya. 

The study covered students in their 2nd and 3rd years of study. It also involved 

lecturers and staff attached to regional centres. These constituted part of the 

population of the study as they were consid red to possess the necessary 

knowledge and experience in distance education. 

Definitions of significant term a u ed in th tudy are pre ented in section 1.8. 

Some of th key terms in are strategy qualit dimensions distance education and 

the various quality dimension concepts. This section on the definition of terms is 

followed by the organization of the chapters in the report. 
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2.1 Introduction 

HAPTERTWO 

LITE TURE REVIEW 

This chapter reviews literature in the field of quality of distance education. The 

review deals with the various studies on quality dimensions of distance education 

to bring out the gaps in knowledge in the field of distance education to be filled by 

the present study. The theories on which this study is anchored are also presented 

in this chapter. The chapter ends with the conceptual framework adopted in 

guiding the formu lation of the hypotheses for the study. 

2.2 Conceptualization of Perceived Quality 

The construct of quality as conceptualized in the services literature is the 

consumer s judgement about an entity s overall excellence or superiority 

(Zeithaml 1988). Zeithaml ( 1988) provided a definition of perceived quality as the 

customer s perception of the overall quality or superiority of a product or service 

with respect to its intended purpose relative to alternatives. Perceived quality is, 

first, a perception by customers. ·It thus differs from several related concepts, such 

as actual or objective quality, product-based quality and manufacturing quality. It 

is a form of attitude related but not equivalent to satisfaction, and results from a 
~ 

w n. parison of xpecJations' ith p r eption of pcrft:>rman . 

Re earchers have emphasized the difference b tween objecti e and perceived 

quality (Garvin, 1983; Holbrook and Corfrnan, 1985; Jacoby and Olson 1985· 

Zeithaml, 1988). Holbrook and Corfman ( 1985), for example, note that consumers 
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do not use the term quality in the same way as researchers and marketers, who 

defme it conceptually. The conceptual meaning distinguishes between mechanistic 

and humanistic quality. Mechanistic quality involves an objective aspect or 

-
feature of a thing or event. Aaker (1991) defines objective or actual quality as the 

extent to which a product or service delivers superior service. Humanistic quality 

invol es the subjective response of people to objects and is therefore a highly 

_ rdativi ti ph nom non rhar differs betw en judges (Holbrook and orfrnan, 

1985). 

Garvin (1983) discusses five approaches to defining quality; including two 

(product-based and manufacturing-based) that refers to objective quality and one 

(user-based) that parallels perceived quality. Product-based quality refers to the 

nature and quantity of ingredients features or services included. Manufacturing- . 

based quality is seen as the conformance to specifications the "zero-defect" goal. 

Olshavsky (1985) iews quality as a fonn of overall evaluation of a product, 

similar in many ways to attitude. Holbrook (1985) concurs, suggesting that quality 

acts as a relatively global value judgement. However, Oliver (1981) summarizes 

current thinking on satisfaction in the following definition: "Satisfaction is a 

summary psychological state resulting when the emotion surrounding 

disconfirmed expectations is coupled with the consumer's prior feeling about the 

consumption experience" (p. 27). This, and other definitions provided by Howard 

and Sheth ( 1969) and Hunt ( 1979) and most of the measures of satisfaction relate 

to a specific transaction. OJ i er ( I 98 I) summarizes the transaction-specific nature 

of satisfaction and differentiates it from attitude, as follov s "Attitude is the 
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consumer relati ely enduring affective orientation for a product store, or process 

(for example customer service) while satisfaction is the emotional reaction 

following a disconfirmation experience which acts on the base attitude level and is 

consumption-specific. [n the field of distance education, satisfaction is a 

pleasurable and successful experience that meets one's desired learning outcomes 

expectations about the educational experience and includes adequate peer and 

in ru tor inrera tion; it is ontentment with all facet ..or ducational experience - . 
(Moore, 2005). Attitude is measured in terms that are more general to product or 

store and is less situational oriented . Consistent with the distinction between 

attitude and satisfaction is a distinction betvveen service quality and satisfaction. 

Perceived service quality is a global judgement, or attitude, relating to the 

superiority of the service, whereas satisfaction is related to a specific transaction. 

The writings of Sasser, et al (1978); Gronroos (1982) and Lehtinen and Lehtinen 

(1982) support the notion that ser ice quality as perceived by consumers, stems 

from a comparison of what they feel service firms should offer (that is, from their 

expectations) with their perceptions of the performance of firms providing the 

ser ices. Perceived quality "is therefore viewed as the degree and direction of 

discrepancy between consumers' perceptions and expectations. 
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2.3 Quality of Distance ducation 

Research on quality in higher education concludes that there is no single workable 

definition. In fact, it is argued that quality is a relative concept, meaningfi.tl only 

from the perspective of those judging it at the time (Fresen 2002). The Kenya 

Bureau of tandards (2005) defines quality as the degree to which inherent 

characteristics fulfill requirements. By inherent, it means existing in something 

especially as a permanent characteristic. Thus, a service has certain characteristics 

(dimensions) that it possesses that are expected to fulfill (meet) customer 

requirements. In the field of education, the 'literature generally agrees that quality 

is the set of characteristics of a service that are valued by those whose needs the 

institutions are seeking to meet (Athiyarnan and 0 Donnell, 1994; Madu and Kuei, 

1994). Researchers have concluded that the dimensionality of service quality is 

situation specific (Cromin and Taylor, 1992). 

Although perceived quality dimension cannot be objectively determined in part, 

because it is a perception and also because judgements about what is important to 

customers are involved (Aaker, 1991), researchers have argued that educators 

should evaluate student perceptions of education service quality. Educational 

service quality is defined as a student s overall evaluation of services received as 

part of their educational experience (Holdford and Anuprita, 2003). The writers 

posit that student s perceptions of educational service and that of _lhose involved in 

th provi ion of distance ducation hould be measureq because they usually 

participate in the production of the ser ice. 
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There is considerable dialogue thtoughout academia about what constitutes quality 

in distance education and ho' it be ensured. Ho e er, exploiting the potential of 

the distance education mode to offer a quality programme is a complex issue in 

itself ( tel hi and Gnanam 2004). These .authors argue that distance education has 

caused a serious concern to governments and the quality assurance agencies all 

over the world about the safety of the national systems, legitimacy of the 

providers, protecting the public from fake providers, quality of the offerings and so 

on, the common element being 'concern for quality'. Many quality assurance 

agencies have . responded to this need and there is considerable dialogue about 

ensuring quality in distance education. 

Courses offered through distance education have been criticized on account of 

poor quality, not being at par with regular courses and catering for lower standards 

of students admitted. Supporters of distance education have argued that it improves 

access offers a wide choice of learning opportunities, has the possibility of 

competitive pricing, and the advantages of not requiring leall}ers to leave home to 

take courses and the healthy competition that could be promoted to offer quality 

courses. The inadequacy of student support services and the missing element of 

interaction with teachers and other students were also issues of concern (Stella and 

Gnanarn, 2004). Supporters of distance education brush away these reservations by 

reminding others of the situations in the traditional classrooms where hundreds of 

students move between large lecture halls of un-intellectual atmosphere without 

any int raction \ ith teachers. They contend that distance education is just like any 

other form of traditional education- it can be done well or badly. Propon~nts of 

distance education argue that it is as good as traditional education if conducted 
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properly. If that is tbe case then, how can distance education quality be assessed 

and against what standards? 

Several different organizatio~s have developed principles guidelines, or 

benchmarks to ensure quality of distance education. The Institute for Higher 

Education Policy of the United States of America has come out with 24 

benchmarks that cover seven aspects considered essential to ensuring excellence in 

internet-based distance learning. These are institutional support, course 

devel~pment teaching/learning, course structure, student support, faculty support 

and evaluation and assessment (CHEA, 2000). The regional accreditation 

commissions have agreed on certain standards against which the evaluation of 

electronically offered programmes will be done. The standards cover five major 

areas, each of which addresses a particular area of institutional activity relevant to 

distance education. They are institutional context and commitment, curriculum and 

instruction, faculty support, student support, and evaluation and assessment 

(CRAC 2000). 

In the United Kingdom, new guidelines for distance learning in higher education 

have been published by the Quality Assurance Agency (QAA, 2002). The 

guidelines are in six headlines namely system design, programme design, approval 

and review, the management of programme delivery student development and 

support, student communication. and stud nt asses ment. 

Council for Higher Education Accredirarion and Commonwealth Higher Education 

Management ervice (2000) have designed and tested an alternative approach that 

places significant emphasis on student outcomes and delivery via distance 

41 



education. The ·competency standards are organized in three main areas of 

institutional performance: student outcomes and attainment, responsiveness to 

students and organizational alignment and support. 

The Commonwealth of Learning (2009) published the performance indicators for 

distance education programmes. These are institutional planning and management 

programme design and development, course design and development 

infrastructure and learning resources, learner support and progression and learnei 

. assessment and evaluation. These performance indicators have been designed to 

enable distance education institutions to conduct summative self-evaluation of the 

performance of their processes in order to make necessary adjusttnents and 

changes for quality improvement and monitor the processes for continuous 

learning and ongoing improvement. In this way, the performance indicators help to 

achieve uniform standards and guide institutional agendas to address more directly 

the requirements for quality provision and to meet the expressed needs of learners. 

Despite the efforts made to ensure quality distance education institutions have 

been criticized on account of introducing new conditions and structures to the 

higher education environment. For instance, poor quality is particularly cited on 

the short duration of the university courses, and the lack of learning resources -

such as libraries (CHEA, 1999). Adequacy of resources is a major issue especially 

in developing countries. For example in India, there are distance education 

providers who have arrangements v ith local institutions to use the computer and 

lab facilities - especially the hardware - for the distance learners. When this 

exceeds the optimum utilization of resources putting the campus and the distance 
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education learners at a disadvantage, it results in the criticism that the distance 

education providers have become parasites of the local campuses (Stella and 

Gnanam 2004). 

Research in distance education has not revealed much on the vital issues of 

concern that have gone unanswered (Phipps, 2006). For instance, while research 

has sho n the quality dimensions of distance education, it has not added new 

knowledge on what an educational institution should do in de eloping its strategies 

to remain competitive. Again, the quality dimensions identified in distance 

education deal only with programmes offered on-line. 

2.4 Growth 

A growing body of evidence suggests that the future of distance education is 

characterized by increasing competitive intensity. ln light of this trend distance 

educators need to adopt strategic 111arketing orientations to attract and retain the 

distance education student (Mowen and Parks, 1997). Best (2005) argues that the 

cost of acquiring a new customer is 5 to 10 times higher than the cost of retaining a 

customer. Furthermore a 2 per cent increase in loyal customers has been shown to 

lower marketing costs by l 0 per cent. These benefits can only be enjoyed if 

distance educators treat the distance education student as a customer. This would 

require that di lance ducators strive for t e highest degr of quality in tho e 

markets. Hakes (1991) asserts that quality is a customer issue. 
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To achiev quality, distance education institutions need to understand customers' 

educational needs and to provide educational services that reliably meet those 

needs (that is fitness-to-need programmes). Quality assessments are defmed by the 

institution s level of performance in deli ering u er benefits as expressed by target 

markets. Thus, service (programme) quality is a measure of how well the service 

(programme) level del ivered matches customer expectations (Lewis and Booms, 

1983). Quality assessments should almost certainly be grounded in customer 

evaluations and not on institution s self-evaluation (Mowen and Parks 1997). As 

such, managers of educational ihstitutions need to obtain accurate and current 

customer satisfaction levels regarding a programme through customer-satisfaction 

surveys, holding group interviews, and tracking customer perceptions of the 

quality of their services. The results of such assessments help in improving the 

quality position of an institution's programme. 

The quality position (as given by how well the customer is satisfied or not) helps 

distance educators in c~oosing the strategic options to pursue. Strategic 

alternatives are typically grouped into four generic action categories: hold, grow, 

harvest and divest. A hold strategy is undertaken when an institution strives to 

continue with product inno ations whereas a growth strategy entails improvements 

in technology faculty instruction, course design or the expansion of course 

offerings. Harvest strategy involves limiting the amount of resources spent in a 

programm . Ho\ ever, har esting strat gies must be implemented wirh car 

because 1) customer reactions may affect the institution s overall marketed 

position and (2) rapid market shifts may change the attractiveness of a programme 

in a short period of time (Best, 2005). 
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Divest ategy is pursued b management when it drops a programme entirely. It 

should be noted that management must first decide whether to outsource the 

programme from another department or institution before dropping it. A careful 

cost-benefit analysis should be done because nominal improvements could yield 

marginal revenues to sustain the programme. Similarly changes in the external 

environment could cause the market to become more attractive. 

The choice of any given strategy such as growth strategy depends on a number of 

factors. According to Johnson and Scholes (2004), an optimal strategy, that is, 

strategy selected by an organization to help it achieve its objectives is determined 

by the management's attitude toward risk, pressure from external environment, 

corporate culture, and the. personal needs and desires of key managers. However 

Pearce and Robinson (1986) argue that if the optimal strategy is that of growth and 

especially if it is horizontal in nature it requires the development of an innovative 

service or product so that the organization can better compete in the industry. An 

innovative service or product in the field of distance education may relate to 

novelty in the process, which is, offering the service in ways that others 

(competitors) cannot match. For example, some of the ways may include, prompt 

marking of assignments, out-of-class-communication with tutors, student support 

services, and others. 

3.5 urrent tatu ofDi tance ducation Quality R ear h 

Researchers in distance education in the past ten years have concentrated on 

rigorous studies that are based on theoretical foundations in the field. Among the 
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researchers are Fulford and Zhang s (1993), and Sherry, Fulford and Zhang's 

(1998) studies on Ieamer perception of interaction, Gunawardena's (1995) .and 

Guna ardena and Zittle's (1995) study on the implications of social presence 

theory for community building in computer conferencing at the University off!.ong 

Kong. Other researchers have dealt on interaction in asynchronous video

conferencing environment (Chen and Willit, 1999). A common theme in the 

studies cited and other distance education research in the past 10 years is the 

concept of "interaction", which indicates its centrality in conceptualizing the 

process ofteaching and learning. Still, researches have been conducted on access 

and equity, especially in India (Dutt 2003). 

Recent trends in distance education research indicate a shift in focus from 

interaction to assessment of student learning at distance campuses (Hu and Kuh, 

2002), use of instructional technologies (Brown, 2003; Benson, et al. 2002; Lucal, 

et al., 2003; Weiss, et al. 2002) and accessibility (Habel, 2010). Other researchers 

have c?nducted studies on the relationships between assessment and instruction 

preferences (Menucha, 2007), assessment of student and faculty satisfaction with 

DE programmes (Palmer, 2002). It is evident that these studies have focused on 

online envi ronment. 

An emerging trend is the attempt by distance education researchers to understand 

th good pract ices in DE and their applicati n to profes iona l education and. 

training in th field of psychology (APA, 2002). In 2006, the United States 

Department of Education sought to identify some guidelines that would lead to 

more consistent and thorough assessment of DE programmes. The aim was to 
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formulate some form of be t practices to be used by accrediting agenci~s. More 

recently studies have focused on students perception of academic quality and 

approaches to study in distance education (Richardson, 2003). However these 

attempts have been bedeviled by limitations of the research instrun:tents and the 

problem of aggregating students' perceptions across different course units. 

Studies on quality dimensions emerged around 1980 s with Garvin s study on 

quality on the line' in 1983. oon after, a number of studies followed. These were 

Bells (1990) study on the management of ser ice quality in education, 

descriptions of Open and Distance Learning in Developing countries (Daranajan, 

2002), evaluative parameters of web-based courses (Brown, et al . 2002), quality 

indicat<;>rs for distance education (Chaney, 2007) and quality of Distance Education 

in preschool teacher training (Gultekin 2009). These studies have been 

concentrated in the more developed countries and based on online courses. The 

countries covered by the studies have well established infrastructure and have a 

more literate society than is the case in the developing countries. 

In Africa and the Commonwealth Countries, studies have been on the acliievement 

of quality in Distance Education (Daniel, et al. 2008) and quality of higher 

education from the perspective of the university graduates (Abdolrahim 2009). 

However recent developments have seen a shift towards evaluative studies on 

distance education. In Zimbabwe, a study on tudent ' p rceprions on the qual it _ 

and effl ctiveness of guidance and counseling ser ices as a support s rvic 

Kangai, 20 11 ) fo und that those tudent who lived and worked in the rural areas 

needed quality and effective guidance and counseling and general academic 
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support 1n the folio ing areas: distribution of learning mat~rials (modules), 

management of coursework (assignments), tutorials, proces~ing of examinations, 

communication, and individualized counseling. WhiJe this study is instrumental in 

identifying some of the indicators of the dimensions of qual_ity, it does not define 

the relationship between the dimensions of quality and growth (as astrategy). 

Africa and the rest of developing countries like Kenya are more concerned with 

strategies to help in addressing the ever increasing problem of large student 

numbers who fail to secure University admission due to limited bed capacity. It is 

in this regard that Baraza (2008) carried out a study to determine the challenges of 

implementing Distance Education in Uganda. 

The trend in research towards quality may be explained by the realization that 

distance education has caused a serious concern to governments and the quality 

assurance agencies all over the world about the safety of the national systems, 

legitimacy of the providers, protecting the public from fake providers, quality of 

the offerings and so on, the common element being 'concern for quality' (SteUa and 

Gnanam 2004). Many quality assurance agencies have responded to this need and 

there is considerable dialogue about ensuring quality in distance education. 

Studies on quality of distance education have focused on student satisfaction with 

distance education and the identification of quality indicators of distance education 

(Kelsey, Linder and Dooley. 2002; DiDomenico and Bonnici, 199.6· Cha :;:· et al, 

2007; Hirner, 2008). Garrison (1987) found that immediate and reg~lar interaction 

witb instructors was associated with student satisfaction. Wilkinson and Sherman 

(1991) shared a simi Jar view when they argued that satisfaction is related to the 
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ability of distance education to meet individual goals and is a strong motivator for 

student retention. Howe er an exploratory student satisfaction study by St. Pierre 

and Olsen (1989) found that constructive and positive feedback, opportunities to 

apply learning to real situations, accessible and comp~ehensible learning materials 

the rete ance and helpfulness of the study guides, and interaction with support 

staff were positi e determinants of satisfaction in an independent learning 

programme. Their study further established that the most important single variable 

for predicting student satisfaction was whether or not students would enroll in 

another distance education course. This variable accounted for up to 50% of the 

variance in determining satisfaction with distance education. A follow-up study by 

Tallman (1994) used a similar satisfaction instrument and found that pre-enrolment 

sessions, communication with support staff, course materials, timely return of 

assignments and personnel/processes were the most influential in explaining 

levels of student satisfaction. However these studies did not provide an 

operational definition of the satisfaction concept in distance education. 

Using the student satisfaction construct as the students' contentedness with several 

components of a course and therefore as a measure of the· effectiveness of distance 

courses, Biner et al (1994) found five variables that predicted student satisfaction: 

course management at-site personnel, promptness of material delivery instructor 

quality of instruction and out-of-class communication with the instructor. Other 

variables that ha e be n found 10 influenc tud~.:ms' ati facti ..., with distan e 

ducation programmes are technology (Pilcher and filler, 2000), interaction with 

the instmctor on a face-to-face basis rather than through technology (Miller et al 

1993). 
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Holdford and Anuprita (2003) studied the servtce quality dimensions of 

pharmaceutical education provided t:tu:ough distance education. A 37-item 

educational service quality instrument and a seven-item satisfaction scale were 

administered to 372 students in their final year of education. Using factor analysis, 

they identified five dimensions of service quality that were important in 

determining student satisfaction with pharmaceutical education. The dimensions 

were administration resources, faculty member communication, and faculty 

member expertise. Howe er a faculty member s interpersonal behaviour was the 

most important factor in student satisfaction with a programme offered entirely at a 

distance. 

In a study to determine the dimensions of programme quality in web-based adult 

education, Pamela (2006) found that six factors determined student satisfaction. 

These were quality of instruction, administration recognition, advisement, 

technical support, advance information and quality of course evaluation. These 

factors captured 65% of the ariance observed in the 41 variables that were 

studied. 

Nunan and Calvert (1992) examined quality and standards in distance education 

using the perceptions of particular stakeholders. Relying solely on documentation 

provided by institutions studied their findings showed that development and the 

use of appropriate t chnologies, encouragem nt of e. _ nee in distance t aching 

course materials and interaction among lecturers and students were indicators that 

would foster the achie ement of quality in distance education. 
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In a study to detennine the quaJity indicators of courses and progranunes in the 

fie ld of health education, Chaney, e~ al (2007) found several indicators. Using desk 

research the study focused on recent articles ( 1987 - 2005) regarding quality of 

distance education. The search yielded 165 articles and 12 books that were 

reviewed to gather information on the quality indicators and benchmarks of 

distance education. The indicators were student-teacher interaction, prompt 

feedback, student support services, course structure and appropriate tools and 

media, Myers (2008), in a study to determine the quality indicators within 

asynchronous distance education courses at accredited institutions, found that 

technical issues, course design, class procedures and expectations, interaction, and 

content delivery were factors that identify quality in distance education courses. 

Hirner (2008) too carried out a study to determine the quality indicators specific to 

distance education programmes at community colleges as well as stakeholder s 

perceived importance of the indicators. He employed the Delphi technique to 

identify potential indicators. Twenty distance education programme administrators 

from community colleges and four- year institutions were used for the study. The 

study's findings identified eight quality indicators, chief among them being 

timeliness of communication with faculty and feedback on course work, reliability 

of technology and amount of support. It is important to note that these studies 

focused on on line programmes. 

Although the studies aforementioned dp not fi: he quality dimension into the 

categories suggested by Parasuraman, et al (1991) the study by Bell and Shieff 

(1990) revealed thirteen quality dimensions that detennined the nature of service 

quality at the University of Auckland graduate school of business. The dimensions 
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were tangibles understanding the client, peer group qualification credibility, 

visibility of the school and its. programmes, staff academic credibility, staff 

professional credibility, competence access, reliability, networking, course 

content/curriculum, and course process. DiDomenico and Bonnici (1996) used the 

gap analysis to assess service quality within an educational environment in 

Midwestern University. Using a three part questionnaire students were asked in 

the first part, to mark down on a Likert s·cale what they expected from an ideal 

university. The second part, a constant sum scale was used to probe students about 

ten categories in which they were to rate each category to the service experience by 

distributing one hundred points between tbe categories. The third and final part 

examined the university s actual services using a 1 to 7 scale. Twenty students 

were used for the study. The results showed that students appreciated tangibility of 

the university (as measured by the architecture). The other variables scored 

negati e. These variables were reliability responsiveness and competence. ~ 

The works of Bell (2003) identified the dimensions that are critical in higher 

education institutions and labeled them as critical factors. This study and that of 

DiDomenico and Bonnici (1996) matched the critical factors against those of the 

servqual model dimensions (gap model) developed by Parasuraman, et al (1991). 

The critical factors were physical facilities, course materials and personal 

presentation of staff. These dimensions were linked to the tangibles as a quality 

dimensiOfl. Cour cant nt. ~ ur e r _ ·e ses, coursed liv r and as es menl were 

associated with reliab il ity. Th~ re earcher further fitted staff competence, courtesy 

and security into the as urance dimension. Support services, understanding the 

customer, feedback and access were linked to empathy as a quality dimension. 
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However the researcher failed to capture the aspect of responsiveness of a 

programme as~ dimension of quality in distance education. 

Gultekin (2009) carried out a study to evaluate Anadolu University s Preschool 

Teacher Training Programme in Turkey to obtain student opinions. A total of 

1 026 enior students enrolled in the Preschool Education major at the Open 

Education Faculty in the University were used. as the study subjects. A 

questionnaire was administered to the students and means (x) and standard 

deviation ( cr) were calculated to analyze the sur ey data. The results showed that 

the opinions of the students ere positive on textbooks television programmes, 

teaching practices and academic assistance services. 

The studies cited in this review have focused on quality in distance education in 

the developed countries. More importantly the studies relied on programmes 

offered online and not those offered using the print media, the commonly used 

media in the Developing Countries in Africa and Kenya in particular. Webster 

(1989) argues that measuring service quality in a distance education programme is 

a prerequisite for delivering action plans such as a growth strategy. However, little 

is known about the influence that the level of student satisfaction with a 

programme (as measured by its quality dimensions) delivered entirely at a distance 

has on the programme's growth. Whereas in India research has been carried out on 

a wide range of .issues su as policy planning and management, programme 
0 ...., 

offered, distance learners, instructional processes, and media (Dutt 2003) research 

in Kenya is limited. 
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Most of the studies in Kenya and at the Uni ersity of Nairobi have focused on 

leam~r support ser ices (Bo a, 2008), perceptions on the affordability of distance 

learning programmes (Rambo and Odundo 2007), lecturers attitude towards 

adoption of DE and the use of e - Learning in teaching (Gakuu 2007), comparison 

studies on the performance between DE students and traditional orthodoxy 

(Mboroki, 2008) and the challenges of quality assurance in the integration of ICT 

in Open and Distance learning (Kidombo 2008). No study has been conducted in 

Kenya on the quality of Distance Education, let alone the measurement of student 

satisfaction with a distance education programme. 

2.6 TheoreticaJ Framework 

How do consumers form their initial general attitudes towards "things"? To 

understand the influence of perceived distance education's quality dimensions on 

the growth of a DE programme, an examination of the formation of attitudes is 

necessary. The answers as to bow consumers form attitudes towards pursuing or 

not pursuing a programme of study offered through the distance education mode 

are of vital importance to educational managers so that they can influence 

consumer behavior in a desired manner. The experiences of the customers in the 

consumption process may be used to inform the service provider whether to 

expand the service (programme) or not. To this end, psychologists have formulated 

several thenrie attitude forme tion. ome of the theorie that ha e dominated 

the literature in lude classical conditioning theory instrumental conditioning 

theory cognitive learning theory, cognitive dissonance theory and the attributive 

theory. 
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2.6.1 las ical Conditioning Theory 

This theory asserts that a consumer is an information seeker ~ ho uses logical and 

perceptual relatjons among events, along with his or her own preconceptions, to 

form a sophisticated representation ofthe world (Shimp 1991). Conditioning is the 

learning that results from exposure to relationships among events io the 

environment. uch exposure creat~s expectations as to the structure of the 

environment. According to this theory, consumers would therefore, purchase a 

product that is associated with a favourably-viewed brand name. Their favo.urable 

attitude towards the brand name may be the result of repeated satisfaction with 

other products provided by the same company (Schiffinao and Kanuk, 1996). 

Thus, students may be registering to pursue a degree by distance education mode 

due to the satisfaction associated with other degree programmes offered by the 

Univers ity of airobi. 

2.6.2 Instrumental Conditioning Theory 

This theory is associated with the American psychologist B. F. Skinner (1938). 

According to Skinner (1938), most individual learning occurs in a controlled 

environment in which individuals are 'rewarded" for choosing an appropriate 

behavior. Thus, a favourable experience is instrumental in making the individual to 

re~eat a " :l: ific consum ption b havior. Proponen ts of this theor believe that 

learni nJ o ·ur through a trial -and-error process wi th habits formed as a resul t of 

repeated rewards received for certain responses or beha iours (Schiffman and 

Kanuk 1996). 
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Two types of rewards are worth mentioning since the influence the chances that a 

. response will be repeated , name ly pos it ive and negati e rewards. Positi e reward 

invoJ es events that strengthen the likelihood of a specific response. For example, 

if a SWdent has been promoted in his or her place of work as a ~esult of pursuing a 

distance education degree programme, then he or she is likely to register for 

another programme offered using a simi tar mode. Negative reward or 

reinforcement is an unple'!5ant outcome that also ser es to encourage a specific 

behavior. A student who is registered to pursue on-campus degree programme and 

notices that external degree programme graduates also get prom9ted may opt to 

register for the external degree programme as well. Critics of instrumental learning 

theory point out that a considerable amount of learning takes place in the absence 

of direct reinforcement, either positive or negative. They therefore argue that 

learning is a function of thinking or a mental process. This is known as cognitive 

theory. 

2.6.3 Cognitive Theory 

Cognit ive learning theory holds that the kind of learning most characteristic of 

human beings is a mental activity that basically involves problem solving. Thus, in 

a situation where consumers seek information about a service in order to solve a 

problem or satisfy a need, they are likely to form attitudes (either negative or 

r itive) about s rvices on the basis of an information search and their o• n -
cognitions, that is, knowledg and beliefs ( chi ffman and Kanuk 1996). 

According to this theory consumer would obtain information from their personal 

experience, the influence of their family and friends direct marketing, and mass 
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media. Thus a distance education learner would fom1 his or her attitude from 

brochures about the degree programme, family and close friends, staff attached to 

regional study centres or newspaper advertisements about the distance education 

programme. 

The preceding explanations about attitude formation have stressed the traditional 

· view that consum.ers de elop their attitudes before taking action, that is, attitude 

precedes behavior. Consumer researchers have argued that there are alternatives 

that, on careful analysis, are likely to be logical and ratio.nal (Kelley, 1991). They 

have therefore postulated cognitive dissonance theory and attribution theory to 

explain attitude formation. 

2.6.4 Cognitive Dissonance T heory 

According to cognitive theory, discomfort or dissonance occurs when a consumer 

holds conflicting thoughts about a belief or an attitude-object. For instance, when a 

consumer has made a commitment to buy a product, particularly an expensive one, 

s/he begins to feel cognitive dissonance when s/he thinks of the unique, positive 

qualities of the brands not selected. Since the cognitive dissonance occurs after the 

purchase, it is referred to as post-purchase dissonance. Thus attitude formation is 

an outcome of behavior (Petty, et al ; 1991 ). The conflicting thoughts or dissonant 

information that foil " s a purchase ar prime factor that induce consumers to 

form their attitud s o that they are con onant vvith their purcha e b haviours. The 

dissonance propels consumers to take cognitive steps to reduce the unpleasant 

feelings created by the rival thoughts. Such steps may include rationalizing the 
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decis ion as being wise seeking out information that support the choice or trying to 

"sell" to his/her friends the posiLi e aspects of the product. 

2.6.5 AttrThution Theory 

This theory attempts to explain how people assign causality to events on the basis 

of either .their own behavior (self-perception) or the behavior of others (Kelley 

1991). Self-perception holds that attitudes develop as consumers look and make 

judgements about their own behavior. For ins~ance, if a student enrolls for a 

bachelor of education degree in his or her first year the student may aptly 

conclude that s/he likes distance education programme that is, slhe has a positive 

attitude towards the programme. 

The behavior of others as an attitude formation factor involves two aspects,. 

namely, attribution to others and attribution to things. Attributions towltrds others 

are where an individual would ask why?" about a statement or action of another 

person. The consumer would evaluate the words or the deeds of others to 

determine if the other person s motives are consistent with the consumer's best 

interests. If the motives are judged congruent the consumer is likely to respond 

fa curably. Otherwise, the consumer would reject the other person s words. 

Attributions towards things involve judging product performance. Specifically, the 

consumer would want to find out why a product meets or does not meet his or her 

expectations. In this regard the consumer would attribut th products succ s ful 

performance or failure to th product it elf or to other situations ( olkes, 1988). 
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The theories on attitude formation are instrumental in growth strategy in a number 

of ways. First students registered in the programme may recommend others to join 

because of the rewards associated with the programme such as promotion at their 

places of work (Instrumental conditioning theory). Secondly, a students 

experiences gained in the programme may be used to inform a distance education 

institution to adopt a growth strategy (Cogniti e dissonance theory). Finally a 

consumer's judgement of the performance of a given service (programme) against 

his/her expectations (Attribution theory) is a good measure of the quality of the 

service (programme). Quality measure~ may therefore be used as the basis for 

undertaking an expansion (growth) strategy by the programme provider. 

2.7 Moderating Influence of Environmental Factors 

The relationship between the quality dimensions of a distance education 

programme and the growth of DE programmes may be moderated by 

environmental factors. For instance, consumer needs (market needs), 

management's attitude toward risk, the amount of competition in the market and 

top management's willingness to adopt Distance Education. These factors may be 

internal or external to the educational institution. Pearce and Robinson (1986) 

posit that the choice of a strategy cannot igriore the management's attitude toward 

risk pressure from the needs and desires of top managers as well as the needs of 

th mark t. 
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2.8 Cone ptual ramework 

Tbe conceptual framework presented in figure I was de eloped from the literature 

re ie . The framework is a diagrammatic represemation of the relationships 

among the quality dimensions and growth of the DE programme. 

Figure 1: Model for Quality Dimeo ion and Growth 

Independent Variables • Political Environment 

• Social Cultural Environment 

Programme Dimension I 

Tangibles 
1. Teaching I Learning Aids 
2. Residential session facilitators · t---., 
3. Teaching facilities 
4. tudy materials 
5. Lectures 

Reliability 
I. Prompt marking of assignments t----f 
2. Currency of learning materials 

Dependent Variable 

Growth ~-Course relevancy 

Responsiveness 
1. Clarity of course objectives 
2-Flexibility of programme 
3. Teaching excellence 
4. Responsive support staff 
5. Constructive feedback an 
assingments 

Assurance 
l. Staff competence 
2. Appropriate teaching techniques 
3.Ease of use of materials 

Empathy 
I. Out-of-class communication 
2. Courtesy of support stafT 
3. Cost or programme 
4. Academic and personal 
counseling 

Source: Author, 2012 

• No. of Students 
admitted per year 

1---~Tr----+1 • No. ofSupport 
Service Centres 

• No. of Support Staff 

• Consumer Needs 

• Manager atlitude to risk 

• Competition 

• Top Managements' 
willingness to adopt DE 

Moderating Variables 
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Best (2005) argues that the primary purpose of a strategic market plan is to pro ide 

a strategic direction from which to set performance objectives and guide the 

development of a tactical marketing mix strategy. This requires an institution to 

determine how well it is meeting custo~er requirements (expectations). 

Parasuraman et al (1988) suggest that service quality as perceived by consumers, 

terns from a comparison of what they feel service firms offer (i.e. from their 

expectations) with their perceptions of the performance of firms providing the 

services. Perceived service quality is therefore iewed as the degree and direction 

of discrepancy between consumers perceptions and expectations. The term 

expectations" as used in the service literature refers to the desires or wants of 

consumers, that is, what they feel a service provider should offer rather than would 

offer. Exploratory research by Parasuraman, et al (1985) revealed that the cfiteria 

used by consumers in assessing service quality fit into five overlapping 

dimensions. These are tangibles resportsiveness rei iability assurance, and 

empathy. 

Murphy (1997) noted that distance education programmes must be student

centered in order to be successful. He further noted that distance education 

programmes must systematically evaluate student satisfaction with the programme. 

This becomes important since satisfying student needs in distance education is 

critical to the success of the programme. Thus a programme's success is measured 

b) h w it i m eting students' n ds (i . . h w its qual it dirnen ion ati fy 

students needs). The asses ment of an institution' performanc again l stud nt 

expectations is u ed to inform the institution on its growth. According to Best 

(2005) growth strategy is an offensive strategy that invol es investing marketing 
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resources to grow the market or a product's position m a market. Thus, a 

successful institution in the pro ision of services is bound to adopt a growth 

strategy. This is because the customers are satisfied with the services. However, in 

the event .that the customers are dissat.isfied with the services (i.e. an institution is 

not meeting their requirements) an organization is supposed to employ a harvest or 

divest strategy. Since the University s distance education programme has been 

marked by a growing number of students, regional centres and support st:aff: this 

has been used in the study as the dependent variable. 

The relationship between a programme's quality dimensions and its growth may be 

influenced by extraneous variables such as the political and economic 

environments. These variables are expected to have an impact on the number of 

regional centres to be set up as well as the number of students expected to join the 

programme. For instance, the economic situation obtaining in the country may 

influence the students ability to pay fees. Similarly, hard economic times may 

prevent an institution from spending money to set up more ~tudent support centres. 

2.9 Summary 

The massification of higher education in many countries is placing tremendous 

pressure on higher education institutions to open up their doors to increasing 

number of stud nts as demand for higher ducation soars. Some stak hold r see 

this proliferation of DE pro iders as a welcome relief. Others, " hile 

acknowledging tbe necessity of using DE to promote equity and access, perceive 

the growth as a threat to the quality of distance higher education. This chapter has 
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examined the quality of distanc education with a vie to jdentifY the dimen ions 

that are used to define it. pecifically these dimensions are multi-faceted and 

comprise tangibles reliability responsiveness, assurance and empathy 

· (Parasuraman et al 1991 ). 

A review of the studies carried out in th area of quality in distance education has 

shown that many have centred on the mere identification of the indicators of 

quality (Hirner, 2008; Commonwealth of Learning 2009); Chaney, 2007). None of 

these studies has attempted to determine whether these quality indicators bear any 

relation to any strategy, leave alone growth. In addition, the studies have focused 

on on! ine courses. 

Although studies cited in the literature have been carried out in the West, they 

serve in providing an asses.sment for service quality possessed by the external 

degree programme. These dimensions ha e been used to determine whether they 

have any relation to the growth of DE progr~mme. ln other words, can an 

educational institution rely on the quality dimensions to develop its marketing 

strategy? 
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3.1 Introduction 

HAPT R THREE 

RESEAR H METHODOLOGY 

This chapter presents the approach that was utilized for the collection 

measurement and analysis of data. Once the design has been described the next 

section explains the target population from hkh data was collected. This is 

followed by the technique that was used to select a representative sample for the 

study. The data collection instrument is presented next together with a description 

of how its validity and reliability was determined. Finally, the procedures for 

collecting the data as well as data analysis techniques are provided. 

3.2 Re earch Design 

The research paradigm empJo ed in this thesis is the positi ist approach and uses 

survey research design. The positivist approach seeks the facts or causes of social 

phenomena, with little regard to the subjecti e state of the individual (Hussey and 

Hussey 1997). Further, Mugenda and Mugenda (2003) posit that positivists hold 

the iew that there exists a single tangible reality which is fragmentable into 

diffi rent components. These campo enl ar distinct obser able part or con pt 

that can be inferred from beha ior. 
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urvey is a positi istic methodology whereby a sample of subjects is drawn from a 

population and studied to make inferences about the population. The type of 

survey employed in this study is analytical since the intention was to determine 

whether there is significant relationship between quality dimensions and the choice 

of a growth strategy. Thus, data were obtained by fieldwork through survey 

research design. 

Direct observation was also utilized by the researcher. This was done to obtain 

qualitative data on the status of the dimensions of perceived quality. For example, 

the tangibles and empathy dimensions. 

3.3 Target Population 

Judgements· about quality are appropriately made within faculties and their 

departments (Nunan and Ted, 1992). Indeed, Myers (2008) asserts that the quality 

of a course can be adversely ~ffected by instructor, student, and administrator 

attitudes. In this regard the experience of students who had pursued the 

programme for a period of more than one year lecturers, and support staff 

involved in the management of distance education, as described in this section, 

were employed for the study. 

tudent enro lled in the Bach lor of Education d gree (art ) by disr nee learning at 

Lhe Uni er it of 1 1ai robi were us d as the fi rsr categor or respond nts. The 

sampling frame was obtained from the Registration for Examination forms for the 

April 2007 examination session (umis/smis, 20 I 0). The students used were those 
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in their econd and third year of study since they had sufficient experience in the 

distance education programme. Fi r t year students were excluded on account of 

lacking sufficient information to report on the quality of distance education since 

t.hey had insufficient e perience in the programme. The total number of students 

targeted was 2036 as shown in appendix E. For theory-testing research a sample 

of students has been deemed acceptable and even desirable. A maximally 

homogeneous sample (for example, a student sample) has important advantages for 

theory validation research (Yoo, et al; 2000). 

Staff formally attached to distance education centres (Regional Study Centres or 

Extra- mural Centres) were also targeted in the stud . These are the staff involved 

in supporting the efforts of those teaching at a distance and commonly referred to 

as Resident Lecturers. They therefore, advise, teach, manage, or provide technical 

• and administrative services to support distance teachers and external degree 

students. There were ten such staff attached to the ten centres around the country 

(DES, 2007). Two ~enior administrators (managers) were also included in this 

category. These were the Associate Dean of the School and Chairman of the 

Department of Educational Studies charged with the provision of distance 

education at the University. 

In addition, the study targeted lecturers and subject coordinators within thirteen 

di ciplines in th pr gramme nam ly Education (Psychotogy Educational 

Foundations, Planning Admini tration and Curriculum De elopment, and 

Educational Communication and Technology), Linguistics, Literature, History, 

Business Studies Kiswahili Geography Religious Studies Economics and 
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Mathematics. The number of these respondents was obtained from the List of 

External Degree Programme Tutors and Coordinators (DE 2011). The teachers . 

are the individuals charged with the responsibility of imparting kno ledge to the 

learners during face-to-face tutorial sessions. 

The subject coordinators are the academic staff who assign teaching duties to the 

lecturers and oversee the teaching of the learners. Some of the subject coordinators 

are involved in the teaching of students. Thus they are teachers in the various 

academic disciplines. Perceptions of academic staff of quality of distance 

education were important in understanding how they see quality in distance 

education that is, the factors influencing the quality of teaching and learning at a 

distance. The total nu.mber of the lecturers including subject coordinators was 140. 

3.4 Sampling Technique and Sample Size 

The sampli_ng frame for the students, drawn from the Registration for 

Examinations Forms (for the Continuous Assessment Test), was stratified on the 

basis of the year and semester of study to which the students were registered as 

well as the gender and study centre. This ensured that there was representation on 

the basis of characteristics of the population and level of study. There were two 

cohorts for the undergraduate students, that is second and third year (Appendix E). 

tratifi d sam pling ensures that each identifiabl stratum of the studen population 

is taken into ac ount that is n srudent member of the population i under or o er 

represented. ystematic sampling was employed to select the respondents. The 

first sample respondent from a stratum, that is, female or male from one study 
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centr vas selected randomly. The subsequent amples from the stratum were then 

chosen at e ery 6th inter al since th population ) was 2036 and the .desired 

sample (n) was 327. Thu when the 151 female or male was selected from the study 

centre, then the subsequent respondents were 6, 12 18, and so on (Levin, et al, 

2003). 

According to Sekaran (1992) where samples are to be broken into sub-samples 

(males/females, juniors/seniors and so on) a minimum sample size of 30 for each 

category is· necessary. ln addition, a population of about 3 500 members requires a 

sample of 346 (Sekaran 1992). Since the students who registered and sat the 

Continuous Assessment Test were 2,036 a sample of 327 was selected in 

accordance with the recommendations of Krejele and Morgan ( 1970). This sample 

size was also within that employed in similar studies (Jung, 2011). All the ten staff 

involved in supporting the efforts of those teaching at a distance as well as the two 

managers of the Distance Education programme was utilized for the study. 

Purposive sampling was used to select the lecturers and subject coordinators. The 

reason for us ing purposi e sampling was that the teachers were employed on part

time basis and it was difficult to access the entire number of part - time lecturers. 

Thus a sample of 92 lecturers and subject coordinators selected on the basis of 

availability was drawn across the thirteen subject disciplines. Effort was made to 

ensure r presentativeness across alJ the dis iplin s. . 
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3.5 Data Collection Method 

This section presents the instrument with which the necessary data was collected. 

The data collection methods used to collect data was a que~tionnaire and aA 

obser ation chedule. The questionnaire was divided into three sections, A B and 

C. ection A was for the students while sections B and C were for the Regional 

staff and lecturers and administrators respectively. 

An observation schedule was designed to capture the key variables of study. 

3.5.1 Que tionnaire for tudents 

Th.e questionnaire contained both open-ended and closed-ended questions 

(Appendix B). This instrument was utilized because of the nature of the 

respondents. The questionnaire was considered to be more effective due to the hjgh 

le els of literacy among the respondents who were tudents. The open-ended 

questjons did not have a limited set of responses but provided a frame of reference 

for respondent's answers. For instance, the respondent was asked to name areas of 

dissatisfaction in the provision of distance education. 

The closed-ended questions presented respondents with fixed set of choices where 

they would select the appropriate choice for an answer. The dimensions of quality 

- tangibles, reliability re pon ivene s, a uranc and empathy w ~e u ed _ he 

basic s r i e quality domain from '.vhich items v er d ri ed for mea urement 

scale. For e ample. the respondent was asked to judge confirmatory statements 

with regard to any dimension such as tangibles or responsiveness ranging from 
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trongly Agree' to ' trongl Disagree' 'Highly Adequate to . <t!ighly 

Inadequate or 'Extremely Important to' £xtr mely Unimportant' .. For instance, 

how important a gi en dimension is to a student (customer) was measured using a 

scale of I (Extremely nimportant) to 5 (Extremely Important). The other 

category of respondents were presented with statements to confirm the 

performance of the University against an indicator which was rated on a five-pojnt 

scale in which each level was given a weighting point and a descriptor as follows: 

Fails to Meet the Criterion- 1, Unsatisfactory- 2, Satisfactory- 3, Good- 4, and 

Excellent - 5. 

3.5.2 Questionnaire for Tutors, Regional Staff aod Admini trator 

Both structured and unstructured interview questionnaires were used to collect data 

from staff attached to the Regional Centres managers and teachers (Appendix C). 

For example, administrators at the Regional Centres were presented with questions 

on the promptness of marking assignments (examinations), flexibility of 

programme capacity of programme to serve students and support services. The 

respondents were to rate the extent to which given quality dimensions inaicators of 

a distance education programme met criteria. A 5- point scale was used. The 

scoring ranged from I for Fails to Meet Criterion' to 5 for 'Excellent". In 

addition there ere closed ended questions on the institution s capacity to serve 

student th staffs opinion on the niversity' expansion trategy anJ !._ 

demographics o the respondents. 
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3.5.3 Dir t Ob ervati n 

The schedule was prepared in advance and it consisted of checklists against which 

the researcher used to e aluate the perceived quality dimension indicators 

(Appendix D). The schedule was used for the administrators and resident lecturers 

during Regional Field Visits (organized by the Department of Educational Studies 

as part of student support service ) and during residential sessions. Tangibles were 

evaluated by observing the status of the learning facilities during residential 

sessions the number of students who got issued with all the study units once the 

requite fee had been paid availability of teaching aids. For the other dimensions, 

indicators were also observed both at the institution and at the regional support 

centres. 

3.6 Instrument Validity and Reliability 

The Instrument s validity and reliability coefficient were established as described 

in the following sections. 

3.6.1ln trument Validity 

Validity is the extent to which the research findings accurately represent what is 

real! happening in a . ituation. n ffect r t st is v lid if.it d n _ trat r 

mea ur s hat the research r thinks or claims it do ( oolican 1992). To ensure 

that the instrument did not lead to misleading measurement, pre-testing the 

instrument among a representative group of 30 students was done to ensure face 
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validity. Coefficient alpha (Cronbach 1951) was computed in accordance with 

Churchill (1979) recommendation. Becau e of ~e multidimensionality of the 

service - quality construct coefficient alpha was computed for each of the 

dimensions to ascertain the extent to which items making up a dimension shared a 

common score. Ideally the Cronbach s alpha coefficient of a scale should be 

above 0.7. The lecturers ' questionnaire had a coefficient of 0.938 and that of 

learners was slightly lower than 0.7 as it stood at 0.62 (Appendix F). Cronbach 

alpha values are, however, quite sensiti e to the number of items in a scale. With 

short scales (scales with fewer than thirty items) it is common to find quite low 

Cronbach values such as 0.5. The items making up the student questionnaire were 

only twenty-two and thus the coefficient of 0.6 2 was acceptable. 

3 .6.2 In trument Reliability 

Reliability is concerned with the findings of the research. One needs to ask 

him/herself whether the evidence and the conclusions stand up to the closest 

scrutiny (Raymondo 1999). If a research fmding can be repeated, it is reliable. In 

other words if anyone was to repeat the research, then he/she would be able to 

obtain the same results (Hussey and Hussey, 1997). To ensure reliability of the 

questionnaire, split-half method was used. The questionnaires were divided into 

two equal halves, where responses to the first half of the questions were put into 

on pil an the remainder to another pil . The two pi I \\ · then co rre lated and 

the carr !arion coeffic ient of th t\ o ts of data wa om u~ d. The correlation 

coefficient was 0.828 for the lecturer's questionnaire and that of student 

questionnaire stood at 0.556 (Appendix F). The figures show that the questionnaire 
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was reliable. ln addition a short questionnaire wa attached at the end of the main 

questionnaire in which the respondents .were asked to state the questions they 

found ambiguous those that they were uncomfortable with and to make any 

necessary comments that could improv~ the questionnai-re. Questions that were 

stated as ambiguous were either remo ed or rephrased. 

3.7 Da ta ollection P rocedure 

The researcher and his assistants, who had a master's degree in the social sciences, 

approached the respondents personally. Those respondents who lacked the time to 

answer the questions in the face-to-face interviews were handed the questionnaires 

to fill at their own time. Follow up phone calls were made where possible to check 

on their progress in filling the questionnaires and date of collection of the 

completed questionnaires. The data from students was collected for one month 

(August 2010). Interviews with the staff involved in pro iding support services 

were carried out in their regional centres during the Field Visits that are arranged 

by the Department as part of student support service. Interviews with lecturers and 

subject coordinators were done in two weeks during the residential session periods 

of April, August and December, 201 0. Direct observation of the dimensions was 

carried out both at the regional centres and at the residential session s schools. 

perational finiti on f tbe tud_ ariabl ~ 

The ariables of this study ere measured u ing objective indicator . The 

dependent variable was the growth strategy. This variable wa measured by the use 
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off ur items - instituti n e p ndnure on p moti n, tudent enr lmem, support 

centre , numb r of Jecrurers and upport staff employed. The independent ariable 

wa the quality dimension and its measure were tangibles reliability, 

resp n iveness assurance and empathy. The indicators of the e ariables are 

described in TabJe 3.1. 

Table 3.1: Operational D tinition of tudy Yariabl 

ariable 

Tangibles 

Reliability 

Responsiveness 

Assurance 

Empathy 

Indicator 

Residential e. sian facilitators 
Teaching aids 
Study materials 
Physical facilities 
Lecturers 

Prompt marking of assignments 
Currency of learning materials 
Course relevancy 

Clarity of course objectives 
Flexibility of programme 
Teaching excellence 
Responsi e support staff 
Constructive feedback on assignments 

Staff competence 
Appropriate t aching techniques 
Ease of learning materials 

Out-of- class communication with tutor 
Courtesy of support staff 
Cost of programme 
Pro i ion of academic and personal 
counseling 
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3.9 Data nal 

Suganthi and Anand (2004) recommend that the tools for measuring quality in any 

organization are the mean, frequencies, . standard deviation, and percentages. The 

Pearson product - moment correlation was used to answer the research questions. 

This is a statistical technique which is used to describe the strength and direction 

of the linear relationship between two ariables which should be measured on 

inter al (continuous) scale (Pallat 2005). For example it can be used in helping to. 

answer a question on whether there is a relationship between tangibles and growth 

pattern. The Pearson correlation coefficient (r) can take values from -1 to + l . The 

sign indicates whether there is a positive or negative correlation. A positive sign 

shows that as one variable increases so too does the other or a negative correlation 

indicate that as one variable increases, the other decreases. The size of the absolute 

value (ignoring the sign) provides information on the strength of the relationship. 

A perfect correlation of I or -1 indicates that the value of one variable can be 

determined exactly by kno ing the value of the other ariable. On the other hand, 

a correlation of 0 indicates no relationship. The results of the correlation were 

interpreted in view of the\ eaknesses (factors) associated with correlation analysis. 

These are the non-linear relationship, outliers and correlation versus causality 

(Pallat, 2005). The significance level of the tests was set at 0.05. 

ann-Whitney test was als 1ployed to t L fo r the dif ren s bet\ e n 

fem ales and males opin ions on the performance of the Uni r ity or ai rob i in 

providing di stance education programme. The data analysis was done using the 

Statistical Package for Social ciences ( P S) Version 20. 
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3 .. 1 ca urement cale for rbe Variable 

Table 3.2 shows the measurement scales for the independent _and dependent 

variables for the srudy. 

Table 3.2: Mea urem nt cale for the Independent and Dependent Variables 

ariable M~asurement cale 

Independent Variable: Quality Dimension 
Tangibles 
Reliability 
Responsi eness 

ssurance 
Empathy 

Dependent Variable: Growth 
Student enrolment 
Support centres 
Lecturers 

3.9.2 Research Questions 

Interval 
Interval 
Interval 
Interval 
Interval 

Ordinal 
Nominal 
Nominal 

The questions relating to the anticipated relationships between the quality 

dimensions and growth strategy were answered using the Pearson product-moment 

correlation test statistic. Table 3.3 shows a summary of the research que tions and 

related hypotheses and objectives for the study. 
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Table 3.3: Objecti e R earcb Que tion and Hypothe i 

Objective 
Objective 1: 
To determine the relationship 
between tangibles dimension 
and growth of External 
Degree Programme (EDP) 

Objective 2: 
1 To as e Lhe r lati n ·hip 

bel ' t:n r liability dim n 1 n 
and growth ofEDP. 

Objective 3: 
To determine the relationship 
between responsiveness of a 
programme and growth of 
EDP 

Objective 4: 
To determine the relationship 
between assurance dimension 
and. growth ofEDP 

Objective 5: 
To determine the relationship 
between empathy dimension 
and growth ofEDP 

Objective 6: 
To determine the relationship 
between moderating 
environmental factors and 
growth of EDP 

Question/Hypothesis 
Is there a significant relationship 
between a programme's 
tangible and growth of EDP? 
H 1: There is no ignificant 
relationship between perceived 
tangibles dimeosi n and gro th 
ofEDP. 
Could there be a ignificant 
relation hip between reliability 
of 'l pr gramme and growth { r 
EDP? 
H2: There 1s no significant 
relationship between perceived 
reliability dimension and growth 
ofEDP. 
What is the relationship between 
a programme's responsiveness 
and growth ofEDP? 
H3: There is no significant 
relationship between the 
perceived responsiveness 
dimension and growth of EDP 
Is there a significant relationship 
between the assurance 
dimension and growth ef EDP? 
H4: There IS no significant 
relationship between the 
perceived assurance dimension 
and growth of EDP 
What is the relationship between 
empathy dimension of a 
programme and growth of EDP? 
Hs: There is no significant 
relationship between the 
perceived empathy dimension 
and growth of EDP. 
Do moderating environmental 
factors influence the relationship 
between quality dimensions and 
growth ofEDP? 
H6: There is no significant 
relationship between moderating 
factors and the growth ofEDP 
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3.10 ummary 

This chapter has discu sed the methodology employed to achieve the objectives of 

the study. The research design, target population sampling procedure and sample 

size data collection methods and a description of the research instruments ha e 

been presented. The chapter has also provided the reliability and alidity of the 

research instru·ment as well as th.e operational definition of variables used in the 

study. FinaiJy the measurement scales and data analysis techniques were 

presented. 
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CRAPTER F UR 

D T ALY I ,PRE T TIO ND IN ERPRETATIO 

4.l_lntroduction 

This chapter presents the data analysis and its findings. It begins with the findings 

on the response rate foll_owed by the profiles of the respondents by gender, study 

centres, age experience of lecturers and tbe.ir qualifications. Various statistical 

techniques are used to analyze the data and the findjngs are inteq~reted. 

4.2 Respoo e Rate 

The sample used in this study was 327 out of a population of 2,036 students. Out 

of this sample, 92.4 per cent of the questionnaires were returned (from 302 student 

respondents). This was attributed to the presence of the research assistants and the 

researcher during the data collection period at the residential centres. The response 

rate from lecturers (both resident lecturers administrators and part - time tutors) 

was 40% and that of the distance education managers was 100%. 

4.3 Profile of tudent 

The study sample of three hundred and twenty seven (327) respondents was 

'"'"'>portionatel. selected from the niversity's six (6) r gional stt1dy (Extra- muraJ) 

1.. ·ntres located in Kakamega Kisumu Mornbasa, ai robi akuru, and yeri. he 

sample split by proportion of respondents by percentage in the overall student 

sample is as shown in Table 4.1. 
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Table ·U: Frequency Di tribution for tud entre of tudents 

Study Centre 

Kakamega 
Kisumu 
Mombasa 

airobi 
akuru 
yen 

II = 302 

f 

46 
64 
27 
79 
6 

50 

% 

15.0 
21.3 

9.0 
26.2 
12.0 
16.6 

Table 4.1 bows that Nairobi Support centre (26.2%) and K.isumu centres (21.3%) 

have the largest enrolments while Mombasa c ntre (9.0%) and I akurucentre 

(12.0%) have the lowest enrolment. The typical distance learning programme 

student is separated from his/her instructor during most of the time and as a 

consequence he/she has to attend holiday learning sessions at a designated centre. 

Thus, as at the time of this study many students originated from Nairobi and 

Kisumu srudy centres (Regional Centres). The gender composition of the students 

is as shown in 'fable 4.2. 

Table 4.2: Frequency Distribution for Sex of Students 

Sex 

Male 
Female 

n =302 

f 

68 
134 

% 

55.8 
44.2 

The composition of students by sex was 55.8% for males and 44.2% for females. 

Thus, the External Degree Programme has more male than female students. 
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4.4 Profile of Tutor 

The study also involved tutors and administrators (both residents and part - time). 

lt is important to note that all resident tutors are invol ed in the teaching of 

External Degree Programme and that they also act as administrators in their 

regional centres. There were 92 such respondents. However, only a total of 37 

tutors ~nd administrators returned their questionnaires. The profiles of the tutors in 

tenns of their age, sex, academic qualification and teaching experience in the 

External Degree Programme are shown in the_ frequency Tables 7, 8, 9 and 10 as 

presented in this section. 

(a) Age of lecturer 

Majority of the lecturers were aged between 36 - 45 years (45.9%) with only one 

lecturer being of the age over 65 years (2.7%). Tht: age di tribution of the lecturers 

is as shown in the frequency Table 4.3. 
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Table 4.3: Frequ ucy Di tribution for tb (~e of Lecturer 

Age I % 

Below 35 years 2 5.4 

36 - 45 y ars 17 ~6 .9 

46 - 5 '-'Cars 15 40.5 

5b-6 ear 2 5.4 

65 years and abo e 1 2.7 

n = 37 

The findings show that the tutors are mature enough to bold reasonable opirllons 

regarding quality dimensions of the External Degree Programme. 

(b) Sex of Tutors 

The distribution of the sex of the tutors is as shown by the frequency Table 4.4. 

Table 4.4: Frequency Distribution for the Sex of Tutor 

Sex 

Male 
Female 

n =31 

f 

21 
16 

% 

56.8 
43.2 

Majority of the respondents were males (56.8% . Tbe quality dimensions identified 

are therefore associated with the males. Howe er, the opinions of female lecturer 
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regarding tb.e dimensions of quality are equally ignificam a they con ·tirute 

43.2% oftbe respondent . 

(c) Qualification of Tutors 

Most tutors teaching in the distance learning programme hold master's d gree 

6- <1"') Hl wc er. h re ar Lhos~: hold in~ lo toratc degree · ( 2.4°~ . These 

findings are as shown on Table 4.5. 

Table 4.5: Frequency Distribution for the Qualifications of T utors 

Qualification 

Masters degree 

Doctorate degree 

n = 3 

f 

25 

12 

% 

67.6 

32.4 

These findings are consistent with the University policy that persons to be 

employed to provide teaching services to undergraduate students must hold a 

minimum of a master s degree. The findings show that the tutors meet the 

requirements (they have the relevant qualification ) to teach at the Univer ity. 

(d) Teaching experience of Tutor 

Tbe research sought to determine the number of years that the tutors have been 

in olved in the provision of teaching services to the External Degree Programme 

students (teaching experience) . This experience ranged from five years and below 

to those bo have been teaching for a peri d of more than twenty five years. The 
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result of this analysi are a oullined in Table 4.6. The number f years ~ as used 

to give an indication on the opinion of the tutors regarding the quality of the 

programme. It was argued that the higher the experience, the more accurate the 

tutor was in giving the quality of the dimensions envisaged in the programme. 

T able -Ui: Frequenc. Distributinn for Tutor Teaching Elpcricncc 

Time Period (years)· f % 

5 years and below 9 24.3 

6 - 11 years 19 51.4 

12-17 years 6 16.2 

18-24 years 3 8.1 

25 years and above . 0 0.0 

n =37 

The majority of the lecturers ha e taug~t ill the External Degree Programme for a 

period of 6- 11 years (51.4%). Only 3 lecturers had a teaching experience ranging 

between r8 - 24 years. one of the lecturers has ever taught for more than 24 

years. This could be attributed to the fact thal the programme was started in 1986. 

The lecturers have gained a lot of experience to offer reliable infonnation on the 

distance education programme. 
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xreroal D gr 

Programme 

Re pondents were asked to rank the quality dimensions possessed by the Bachelor 

of Education d gr e programme in order o[ how important the r ponden 

regarded the diroen i ns. The coring ranged from 5 = Mo t Important"' to '1= 

L ·a · t Im nant" quality dimen ·i n po es d by th pr granunc. he inJi iJual 

quality measures have a significant contribution to the overall perception of quality 

of the distance learning programme. The respective rankings of the e individual 

qualiry dimension measures are as shown in Table 4.7. 

Table 4.7 : Mean and taodard De iations for the Importance of Quality 
Dimensions 

Dimension M SD 

Reliability 4.57 . .509 

Tangibles 4.43 .626 

Responsiveness 4.61 .540 

ssurance 4.53 .603 

Empathy 4.41 .704 

n =302 

·Table 4.7 shows that an the quality dimensions were ranked highly in contributing 

to the quality of the distance learning programme. However, the quality dimen ion 

of responsiveness was ranked the most important with a mean score of 4.61 

followed by reliability (M = 4.57) assurance (M = 4.53), tangible (M=4.43) and 

empathy coming la t with a mean score of 4.41. Thus the extent to which each of 
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the indi idual quality dimensions exi t in the programme contributes to overall 

rating of the qual it of the distance learning programme. Each of the dimensions 

had a mean score of 4 and above. This implied that the quality dimensions were 

important to both female and male respondents. 

4.6 As e sment of Performance of Quality Dimeo ion against Student 

Expectation 

Respondents rated the performance of each of the quality dimensions against their 

expectations. This study used the disconfirmation model to evaluate the quality 

dimensions of the distance learning programme. This model is based on the 

disconfirmation paradigm develop_ed by Bolton and Drew (1991) which defines 

quality as the gap between customers' expectations and perceptions of actual 

service delivered. A c~stomer perceives quality positively only when the service 

provider meets or exceeds his expectations (Robledo, 2001). 

The most important model developed upon this theory is SERVQUAL 

(Parasuraman et al., 1985). In the original SERVQUAL model, specific criteria by 

which customers e aluate service quality are defined on the basis of five major 

dim nsions, namely: tangibles (the appearance of physical facilities, equipment, 

personnel, and communications materials), re_liability (the ability to perform the 

promi d service dependably and ac urately, re pon i ene s (the v illlngness t 

help cu omers and provide prompt service) as urance (the competence of the 

system and its credibility in providing a courteous and secure service) and empathy 
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or approachability, which is lhc ease of acces and ffort taken to understand 

customers (students ) needs. 

The model begins with the asswnption that customers are able to articulate both 

their exp ctations of the general cbaract ristic and determinants of quality service 

and also their perceptions of actual and current ervice quality for a specific 

·n ic · pr dl!r. The model lh· refon: not only pr Yide an a . e, _ m nt l' f cu tomer 

views of current service quality; it al o provides a yardstick in terms of customers' 

expectations of what that service quality should be. Table 4.8 shows the 

perceived-expected service gap of the distance learning programme. 

Table 4.8: Percei ed - Expected ervice Gap of the External Degree 
Programme 

Dimension Expected Performance(%) Perceived Performance (%) 

. 
Reliability 95 '25 

Tangibles 90 55 

Responsiveness 95 70 

Assurance 90 30 

Empathy 82 65 

n=394 

The Percei ed crsus Expected Service Performance Gap a depicted by Table 4.8 

shows that the distance learning programme falls short of customer expectations on 

aU the five quality dimensions. The greatest gap is noted for the quality 

dimensions of reliability ( -70) and assurance ( -60) while the gap is relatively lower 
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for the quality dimensions f empathy -17), responsivenes (-25) and tangible (-

35). This implies that the programme is currently underperforming in all the 

quality dimensions with the most deviation occurring with respect to the 

<limen ion of reliability and assurance. Table 12 further show that the gap 

between perception and expectation for the quality dimension of assurance is most 

significant on studen overall sati faction with the programme (p=0.049 and is 

ignifican t at the 95~o confidr:n e I ·vel). Tab! 4.9 :.hO\ tll~ com:lation b tween 

the various perceived quality dimensions of the External Degree Programme as 

reported by the respondents. 

Table 4.9: Correlations between Individual Quality Dimensions 

Correlations 

student 

Importance 
or reliability 

Importance of reltab1lit) Pearson Correlati 1 

Sig. (2·tailed) 

N 302 

Importance of tangible- Pearson Correlati< .277' 

Slg. (2-tailed) .000 

N 302 

Importance of Pearson Correlati .285" 
responsiveness Sig. (2-tailed) .000 

N 
302 

Importance of assuran Pearson Correlati 411' 

Sig. (2-tailed) .000 

N 302' 

Importance of empath) Pearson Correlati< .241' 

Sig. (2-tailed) .000 

N 302 

student overall Pearson Correlab .065 
satisfaction with the Sig (2-tailed) .263 
provision of the B.Ed N 302 

" . CorrelaUM is significant at the O.Q1 level (2-ta,led). 

' ·Correlation rs significant at the .0.051evel (2-tailed). 

Importance of 
Importance responsivene 
of tangibles ss 

.277 . 285' 

.000 .000 

302 302 

1 .381 ' 

.000 

302 302 

.381 1 

.000 

302 302 

.436 440' 

.000 .000 

302 302 

.449 .327 

.000 .000 

302 302 

.073 -.004 

.208 .950 

302 302 

88 

overall 
satisfaction 

with the 
provision of 

Importance of Importance the B. Ed 
assurance -ofef'!l£_a~ ~ee 

.411 • .241' .065 

.000 .000 .263 

302 302 302 

.436 .449" .073 

.000 .000 .208 

302 302 302 

.440 .327" -.004 

.000 .000 .950 

302 302 302 

1 .389' .113' 

.000 .049 

302 302 302 

.389' 1 .037 

.000 .517 

302 302 302 

.113' .037 1 

.049 .517 

302 302 302 



The gap between cu tom r p rception of th qual ity dimension and expectation is 

most significant (p- alue = 0.113 and is significant al the 95% significance level) 

for the assurance dimension. This ther fore, implies that the assurance is the most 

important quality dimension impacting on overall tudent satisfaction. Thus, the 

starting point for improving customer satisfaction of the distance learning 

programme is in addressing the qua!jty assurance dimension. 

Table 4.9 shows further that correlations between individual quality dimensions 

are significant. This cross-relationship is possible because the components that 

make up a particular dimension are also re ponsible for defming the other · 

dimensions albeit with different mix compositions. The correlation coefficients 

between respective quality di111ensions are highly significant at both the 99% and 

95% confidence levels. This means that institutionalizing any one of the 

.. dimensions of reliability assurance, empathy responsiveness, and tangibles has a 

direct impact on the other dimensions. 

4.7 Indicators of Quality Dimension 

The study extracted certain key dimensions of quality factors which explained 

62.88% of the total variation in the programmes quality. These factors make the 

most significant contribution to the total basket variation in the quality dimensions 

ofth di tance learning programme. The re. ulL ofth sp ifi qual"ity dtmension 

are presenl d in thi e tion. The section is divided int two parts. The first part 

presents the descriptive statistics for each of the indicators of quality dimension 

identified from the literature. These quality dimensions are tangibles, reliability, 
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responsiveness assurance and empathy. The second part presents the resu lts of the 

analysis of the research questions and hypotheses based on each of the indicators 

of quality dimension. 

4.7.1 Tangible Dimen ion 

The study sought to determine the factors that related to the tangibles dimension. 

The relationship between the tangibles dimension and the growth strategy was also 

evaluated. 

(a) Indicators of Tangible Dimension 

Respondents were presented with five factors of the tangibles dimension that they 

were su pposed to rate on the basis of how 'Adequate/Satisfactory" or 

' Inadequate/Unsatisfactory' the factors were in the External Degree Programme. 

The factor~ to be rated were; study materials learning facilities, learning aids, 

support staff and tutors/lecturers. A five point Likert Scale was used to measure 

the variables. The scoring ranged from ' 5 points for Highly Adequate'' to "1 point 

for highly inadequate' . The findings are presented in the following sections. 

(i) Adequacy of Study Materials 

he adequacy uf study materials was rat d b th r pond nts on the basis of how 

adequate or inadequate they were to the students. This was also to be corroborated 

by direct observation on the number of units a student was able to be issued once 
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the requi ite fe had been paid. The study materials are printed at the Printing 

Section located at Kikuyu Campus after a lengthy procurement process for the 

newsp_rint. Once printed, they are stored to be later issued to the students. Some of 

the study units are stored in the Regional Centres for issuance to students. The 

tudy materials are used to supplement the face - to - face tutorial . They are 

therefore are u ed by the learners during the time they are physically separated 

from thetr tutor . Th y are th r ·fure u. cJ during independ nt :. rudy (home ·turly) 

,. hen they are away in their homes or work stations. The findings on this variable 

are shown in Table 4.10. 

Table 4.10: Frequency Di tribution for tbe Adequacy of Study Materjals 

Adequacy of Study Material~ 

Fails criterion Unsatisfactory Satisfactory Good Excellent 

I % I % f % f % I % 

Resident 
Lecturer 0 0.0 2 20.0 5 50.0 10.0 2 20.0 

Tutor 3.8 10 37.0 10 37.0 6 22.2 0 0.0 

Learner 45 14.9 123 40.7 109 36.1 23 7.6 2 0.7 

n for the Resident Lecturers= 10 n = 27 tutors and n = 302 students 

Twenty p rceot of the Resident Lecturers rated the study materials as inadequate 

or unsatisfactory wirp 3 % of the tutors and 40.7% of the learners rating the 

provision of study materials as also being unsatisfactory or inadequate. Ao equal 

number of the resident lecturer (20%) rated the provision of study materials as 
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excellent. Twenty percent of the tutors and 30% ofthe learners rated_ the provision 

of the study materials as satisfactory. However, a very minimal percentage of the 

learners considered the pro ision of study materials as being excellent (0.66%). 

Observations revealed that some students were not being isst1e<;i with all the units 

for the semester. Overall it can be concluded that the provision of study materials 

does not meet the expectations of the stakeholders. 

(ii) Adequacy of Learning Facilities 

The other tangibles dimension indicator was the learning faci lities. The study 

sought to identify how adequate or satisfactory they were with regard to the 

n~mber of learners admitted to pursue a degree offered at a distance at the 

University. The respondents were to rate the learning facilities on a scale that had a 

score of 1 point for 'facilities fails to meet criterion" and 5 points for "Excellent''. 

Observations were made on the learning facilities as the students were doing their 

studies. Learners undergo their learning experiences in contracted institutions 

located within the City of Nairobi and surrounding areas. At times, students report 

to Kikuyu Campus for their face - to - face tutorials sessions imd for library 

services. The tutorial sessions are offered during the school holidays. The tutors 

also visit Kikuyu Campus for the purpose of coJlecting and marking of 

examination scripts or to investigate students unrecorded marks. The results of 

this indicator are a hown in Tab I 4.11. -
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Table 4.11: Frequ nc_ Distribution for the Learning Facilitie 

Adequacy of Learning Facilities 

Fails criterion Unsatisfactory Satisfac£ory Good Excellent 

f % f % f % I % f % 

Resident 
Lecturer 0 0.0 2 20.0 5 50.0 l 10.0 2 20.0 

TUl r 3.8 10 37.0 10 3 .0 6 22.2 0 0.0 

L~.:an1~r 45 14.9 123 40.7 109 36.1 23 7.o 2 0. 7 

Only an insignificant number of tutors and learners (2.9% and 3.7% respectively) 

rated the adequacy of learning facilities as being excellent. None of the Resident 

Lecturers rated the learning facilities as excellent. However, 50% of these Resident 

Lecturers considered the adequacy of the facilities as being satisfactory with 74 of 

the learners (25.4%) rating the adequacy of the facilities as satisfactory or 

adequate. Thirty - three percent of the learners considered the adequacy of the 

learning facilities as unsatisfactory or inadequate and 2 of the resident lecturers 

(20%) as well as 25.9% of the tutors placed the adequacy of the learning faciJities 

at the unsatisfactory level. The implication of these findings is that all the 

stakeholders consider the learning facilities as not meeting their expectations given 

the number of students admitted to the programme. Indeed, an observation of the 

facilities showed that some learners could not secure -sitting space inside the 

clas rooms during lessons. 
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(i ii Teaching/Learning id 

The learning aid such as computers and audio cassettes that complement study 

materials in the provision of distance education~ ere also rated by the stakeho}ders 

as to w th~r th ir provi ion was ati factory /adequat or n t. udio ca ttes are 

pr duccd at the Printing S crion at the Coli ge of Education and External tudie •. 

tudent u ' · omputer for d.: k r sear b in \ riling their l rm pap!!rs. The tutors 

too utilize the computers for research into their respective disciplines. The findings 

on this indicator are shown in Table 4.1 2 

T able 4.12: Frequeoc Distrib ution for the Adequacy of Teachjog/Learning 
aids 

Adequacy of Teaching/Learning Aids 

Fails criterion nsatisfactory Satisfactory Good Excellent 

I % I % f % I % f % 

Resident 
Lecturer 10.0 5 50.0 3 30.0 1 10.0 0 0.0 

Tutor 7 25.9 17 63 .0 2 7.4 1 3.7 0 0.0 

Learner 187 61.9 83 27.5 13 4.3 12 4.0 7 2.3 

o Resident Lecturer or Tutor rated the . adequacy of the teaching/learning 

re ources a being excellent. Lower percentage (2.3%) of the learners consider the 

provision of teaching/learning resource:s a excellent. It is orth noting that a 

majority of the learners (61.9%) do not s e the teaching/learning resources as 
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being adequately provided. o srudent was being issued with a cassette while 

collecting the study materials. 

(i ) upport taff 

The other factor of the tangibles dimension was the adequacy of support staff to 

coordinate and supervise the various activities of the distance education 

programme. These individuals are useful in the provision of distance learning. 

They are the persons who assist the tutors in the overall organization of the 

learning experience in the study centres or residential schools where learners 

undertake their face - to - face tutorial sessions. For example they are the 

individuals who issue study materials as well as distribution of marked term 

papers. They are also used in the administration of examinations especially in the 

packing and sorting of examination booklets during residential sessions. The 

respondents were to rate the adequacy of the support staff on a scale ranging from 

'Excellent" to 'fails to meet criterion". The scoring was 5 points and I point 

respectively. The result of the data analysis on this indicator is depicted in Table 

4.13. 
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able 4.1 : Fr qu nc Di tribution fo r the dequac of R identia l e ion 
Facilitator I upport taff 

Adequacy of Residential Ses ion Facilitators/Support Staff 

Fail criterion Unsati factory Sati factory Good Excellent 

f % f % f % J % J % 

~sident 

.:clur r 0 0.0 0 o.u 3 0.0 7 70.0 0 0.0 

Tutor 0 0.0 3 11.1 8 29.6 14 51.9 2 7.4 

Learner 25 8.3 53 17.5 63 20.9 147 48.7 14 4.6 

The respondents were agreed that the support taff is adequate. About forty nine 

percent (4R.7%) of the learners rated the adequacy of the support staff during the 

residential sessions as being good. A slightly larger percentage of the tutors. 

(51.9%) rated the provision of the support staff during the residential sessions to 

coordinate the programme s activities as good. 

( ) Adequac of Tutors 

The Last tangibles dimension factor to be rated by the respondents was the 

adequacy/sufficiency of tutors to provide teaching services to the learners during 

the face-to-face tutorials. The tutors are the persons charged with the responsibility 

of carrying out the academic discourse. They therefore teach, examine, and 

administer examinations and mark students term papers and examination papers. 

The rating was done on a 5 - point scale in which 5 points represented Excellent" 
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\ hile I point r pr ented "Fails to meet critenoo . The finding f thi analy is on 

the sufficiency of tutors i as presented in Table 4.14. 

Tabl 4.1 4: Frequ oc Distribution for the ufficiency of Tutors (Lecturers) 

Adequacy of Tutors 

Ill ·n tt.:n on Good E,·cellcnt 

J ''o J ·o \1 J ~~~ f Ofu 

Resident 
Lecturer 0 0.0 0 0.0 4 40.0 5 50.0 1 10.0 

Tutor 2 7.4 5 18.5 6 22.2 12 44.4 2 7.4 

Learner 3 1..0 10 3.3 14 4.6 208 68.9 67 22.2 

Three per cent of the learners (3.3%) consider the number of tutors to be 

insufficient Howe er, 44% of the tutors consider themselves as sufficient to 

disseminate knowledge to the large student population. About 69% of the learners 

consider the provision of academic staff in their learning experience to be good. 

Only 7% of the tutors rate their adequacy to discharge their duties as highly · 

inadequate (the number of tutors fails to meet the sufficiency criterion). 

(b) Tangibles and Growth 

T,be first objective was to determine the relationship between the tangibles quality 

dimen ion and growth of the External Degree Programme. It was po tulated that if 

the tangibles dimension does not satisfy the learners, then growth cannot be 

reaJized since the learners would neither register for a programme nor recommend 
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a colleague/friend to join in th programme. The following null hypothesis \ as 

formulated to aid in the a hievement of the stated objective: H0 : There is no 

significant relationship between tangibles dimension of an External Degree 

Programme and its growth. From this key hypothesis, three other sub-hypotheses 

were generated based on the number of growth strategy variables. The test results 

of the e sub-hypotheses are presented and described in the sections that follow. 

The first sub - hypothesis was to determine whether there was a relationship 

between the tangibles dimension of the External Degree Programme and the 

number of students registered in the programme. 

Data was collected to test this research hypothesis from the study materials, 

availability of learning facilities learning aids, support staff and lecturers. A five

point scale was used to determine the extent to which these indicators of the 

tangibles dimension were rated by the lecturers or tutors as either being excellent 

or failing to meet criterion . The learners too were to rate the extent to which the 

variables were adequate or inadequate in the provision of the degree programme at 

the University. The relationship between the tangibles and growth strategy (as 

measured by the number of students) was investigated using Pearson's product 

moment correlation. It had been hypothesized that there was no significant 

relationship between tangibles and the growth as measured by the number of 

tudents enro lled. ificanc lev I of p<O .o- ' as uti liz d. I he re ults of this 

regre sion analy is arc u · 
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Table 4.1-: Regr ion for Taogibl and the umber of tud nts Regi ter d. 

Lecturers Support Learning Learning Study 
Staff Aids Facilities Units 

Pearson' 
C rrelarion .102 .010 .062 -.060 .047 

ig. (2-tailed 076 .861 .2 0 .302 .41 

II 30~ 302 JO_ "02 

Table 4.15 shows that there was a weak positive relationship between the number 

of students registered in the programme and the lecture employed (r = .1 02 n = 

302, p=.076) support staff.(r = .01 0, n = 302, p = .861 ), learning aids (r = .062, n 

= 302, p = .280) and study units (r = .047, n = 302, p = .418). However, there was 

a weak negative correlation between the number of students and the learning 

facilities (r = -.060, n = 302 p = .302). The total correlation coefficient was 0.161 

at 95% significance level. This implies that the number of students registered in 

the programme explains only 2 per cent of the variance in respondents ' scores on 

the tangibles dimension scale. Thus at the statistical significance level of p<.05, it 

can be concluded that there is no significant relationship between the students 

registered into the External Degree Programme and the tangibles dimension. 

The relationship between the tangibles dimension (as measured by the adequacy of 

lecturers support staff, learning aids, learning facilities and study units) and the 

growth of External Degree Programme (m asured by the number of regional 

centres) was evaluated to test the foJJowing null hypothesis. 
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H0 : There IS no Ignificant relationship bel'\' een the tangibles dimen ion of the 

External Degree Progranune and the number of regional centres. The result of the 

Pearson's correlation coefficient is as presented in Table 4.16. 

T abl ..J.l 6: Regre ion result for Tan!tihle and umber of Regional Centre 

L~. - · Su p li Learning T' eammg lll y 

Staff Aid Fac1htie Units 

Pearson s 
Correlation -.047 .060 -.062 -.102 -.010 

Sig. (2-tailed) .418 .302 .280 .076 .861 

n 302 302 302 302 302 

The correlation coefficient for tudy units (r = -.047, p =.418), learning aids (r =-

.062 p = .280) lecturers (r = -.102,p = .076) and support staff (r = - .OIO,p = .861) 

is negative but very weak. The coefficient for learning facilities i positive but also 

weak (r = 060, p = .280). The implication is that there is a weak relationship 

between the number of regional centres that have been established to offer support 

services to students registered in the External Degree Programme and each of the 

tangible dimension variable at the p<.05 significance level. Hence it can be 

implied that there i no significant relationship between the tangible dimension and 

the number of regional centres established to offer support service to students. 

The relationship oetween the tangibles dimension and the number of resident 

lecturers employed to offer academic support -to tudents was also investigated 

using the Pearson product-moment correlation coefficient to test the following 

hypothesis. 
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H0 : There is no significant relationship between tbe tangibles dimension 

and the number of resident lecrurers employed to offer academic support. 

Thi hyp thesi was rated to belp in determining whether there was a significant 

relation bi between the tangible: imen ion and growth (measured using the 

numb-.;r of r •s1d Ill .I ·cl u J l!J ... Th . . a w ··ak nt: ·•. tivc re lation -hip b~t\\ ' en th · 

number of resident lecturers employed at tbe regional centres and the tangibles 

dimension of tudy units, learning aids, support staff and lecturers. There was al o 

a weak positive relationship between the number of resident lecrurers and the 

tangibles dimension of learning facilities. Tb~ results arc as shown in Table 4.17. 

Table 4.17: Regres ion results for the Tangible and umber of Resident 

Lecturers 

Lecturers Support Learning Learning Study 
Staff Aids Facilities Units 

Pearson's 
Correlation -.047 .060 -.062 -.010 -.102 

Sig. (2-tailed) .418 .302 .280 .861 .076 

n 302 302 302 302 302 

Table 4.17 shows that the significance test alues for all the growth ariables fall 

belo' 0 .:5 except for the support staff. Since the strength of the relationship 

bet\veen the tangibles dimension variables and growth at p< .05 significance level 

is weak, we conclude that there is no ignificant relationship between the tangibles 
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dimension and the num ber of resident lecturer employed to offer academic 

support ser ices at the regional centr . 

4.7.2 Reliability Dimen ion 

This quality dimension was measured using the indicators of currency of the 

learning materials, prompt marking of assignments and course relevancy. In 

addition the reliability dimension and its relationship with growth were also 

explored. The findings on the analys is of the indicators and the relationship 

between the reliability dimension and growth of EDP are presented in the 

following sections. 

(a) Indicators of Reliability Dimeo ion 

The indicators for the reliability dimension were rated on a scale ranging from 

highly disagree (fails to meet the particular feature s criterion) to highly agree 

(excellent). The scoring was I point for 'Highly disagree' and 5 points for 'Highly 

agree . The findings on these indicators are as presented in Tables 22 23 and 24. 

(i) Currency of the learning material 

Curr ncy of study mar rial m~asured hm up-t -date the learn in, materials (study 

units) that ar i sued t students fo r use • h ile a ay from the learn ing insti tution. 

Tab le 4.18 shows rhat the learners rated them at 33% while the tutors r ted them at 

29.6% on the currency scale. 
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Table 4.1 : Fr qu ncy Di tributi n for urreocy of Learnjng Material · 

Fail criterion Un atisfactory Satisfacl ry Good Excellent 

f % f % f % I % I % 

Resident 
I ~.:rurer 3 0.0 0 0.0 30. 3 30.0 10.0 

Tutor 3.8 2Y.6 44..+ 6 1 .1 0 0.0 

Learner 42 13.9 101 33.4 67 22.2 68 22.5 24 7.9 

n for the Re ident Lecture! = 10. n for the Tutors= 27 and n for Learners = 302 

Thirty - four percent of the resident lecturers and tutors and 13.9% of the learners 

found the learning materials as falling below the currency criterion. They were 

highly disagreed that the materiaJs were up-to-date. The study materiaJs were 

developed in 1986 and have not been re iewed to-date. Howe er, the Department 

ha taken the initiative to review the materials to ensure that they are cunent with 

the market trends. The exercise is currently on- going and i likely to end by the 

year 2012. 

(ii) Prompt Marking of ignment 

The respondents w re to rate the turn - around period for marking of assignments. 

Once the students write their term papers, the tutors are given one month within 

which they are suppo ed to return them to the Ieamer . The papers are required to 

be submitted back to the Department for onward i uance to the learners when they 
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repon ~ r Re 1d nlial Se ·ion . The rating of prompt marking fa signments by 

the r pondents is depicted in Table 4.19. 

Table 4.19: r quenc Di tribution for the Promptness in Marking 
As ignment 

p mpt i'.1..trking 

- --
Fails criterion Unsatisfactory Satisfactory Good Excellent 

f % f % f % f % J % 

Re ident 
Lecturer 0 0.0 4 40.0 3 30.0 10.0 2 20.0 

Tutor 3.7 2 7.4 10 37.0 12 44.4 2 7.4 

Learner ll 3.6 65 21.5 42 13.9 158 52.3 26 8.6 

Table 4.19 shows that 52.3% of the learners rated prompt marking of assignments 

as good ith a further 8.6% of these learners rating this criterion as excellent. 

OnJy 21.5% of the learners who do not agree that there are prompt marking of their 

assignments. About 7.4% of the tutors also share this iew that prompt marking of 

a ignments is unsatisfactory. Overall, the learners are satisfied with this variable. 

The students are the conswner , and as such, prompt marking of assignments as 

part of their learning experience lS satisfactory in as far a examinations are 

concerned. 
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(Ui) our e Content Rele auc 

The fmaJ indicator of the reliability dimension as the relevancy of the course 

being pursued to the learners. In other w rds i the course content up-to-date and 

oe it r fleet market demand? The Pr gramme is designed for would - be 

teachers. Thi variable was important to inform on whether the content being 

0ffenxl \\ ..1 appJil;ahlc in <.l i h·Hg:ing their duties a- teu -- ::. in thl! . hool 

curricula. The finding is as presented by Table 20. 

Table 4.20: Frequency Distribution for the Relevancy of Cour e Content 

Course Content Relevancy 

Fails criterion Unsatisfactory Satisfactory Good Excellent 

I % I % I % I % I % 

Resident 
Lecturer 2 20.0 3 30.0 4 40.0 10.0 0 0.0 

Tutor 3.7 5 18.5 10 37.0 10 37.0 3.7 

Leamer 1 0.3 4 1.3 16 5.3 153 50.7 128 42.4 

Table 24 shows that 42.4% and 50.7% of the learners rated the criterion of course 

content relevancy with respect to market demands (needs) as being both excellent 

and good respectively. Only 20% of the resident lecturers and 3.7% of the tutors 

felt that the course content does not meet the market needs criterion. 
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{b) Reliability and Grov th 

The second objecti e as to determine whether there wa any relationship between 

the reliability dimension of the Externa! Degree Programme and its growth. To 

achieve this objective, the following research hypothe is was formulated 

Ho: There is no significant relationship between a programme's reliability 

dimension and its growth pattern. It had been postulated that there is no significant 

relationship between reliability dimension and the growth of External Degree 

Programme. Fr?m this main research hypothesis, two other sub - hypotheses were 

generated as presented in the following sections. 

The first sub -hypothesis was stated to give insight on the relationship between the 

External Degree Programme s reliability and the number of students registered 

into the programme. The null hypothesis that there is no significant relationship 

between the reliability dimension and growth was tested. 

Data for this question was obtained from the variables of up-to-date learning 

materials, prompt marking of assignments and relevance of course to the market 

needs. These variab les were assessed from both the resident lecturers tutors and 

the learners. The Pearson's product-moment correlation coefficients for the 

analysis are as given in Table 4.21. Ideally, the number of students registered in 

the dcgre programme would be afTcct d by th qualit of th programme as 

mea ured by the reli bili ty of a programme. 
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Table 4.21: Correlation b n een t umb r of 'tud nts aod Reliability 

Up-to-date Prompt Cour e 
Learning Materials Marking of Rele ancy 

Measure ssignments 

Pearson 
C rrelati n .0 7 .071 .040 

Sig. 2-tail ··d) ___ 6 __ 17 -l '9 

n 302 302 302 

The orrelation coefficient shows a weak positive relationship between the 

reliability dimension of an External Degree Programme and the number of students 

registered. There is a very small variation of the number of students that can be 

explained by the reliability dimension of up-to-date learning material (/· = 

0.1369), prompt marking of assignments (r2 = 0.005041) and course relevance (r2 

= 0.001 6). The results show that the correlation is not more than 0.5 at the p<O.OS 

significance level. It can therefore be inferred that there is no significant 

relationship between the reliability dimension of an External Degree Programme 

and the number of students registered in the programme. 

The second sub- Hypothesis ought to determine whether there was a relationship 

between the reliability dimensjon and support centres established to offer support 

service to tudents while away from their learning institution . In the e support 

centres, student isit them to procure study unjts and to obtain any other relevant 

services such as guidance and counseling, date for reporting to residential 
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e sions a well a:s payment of fees. The~ also "\ISH the upport centre· to colle t 

their marked term papers, payment receipts and information on the cour e. 

The hypothesis was te ted in order to determine whether th reliability dimension 

bears any relationship with the number of regional centre set up by the University 

to offer upport rvices learner pursuing the Ext mal Degr e Programme. 

Theoretically, it can be argued that fewer numbers of Regional Support Centre<> 

c t.tbli heu to offer uppon ·crvic · Ill t.h th 1, nee lc<~rnl!r woultl nffcct the qua -

of the programme. For instance, if students in any region cannot get the necessary 

services on account of fewer support centres, this would mean that the services are 

not forthcoming and thereby affect the programmes quality. 

The results of the hypoth is test on this variable and growth strategy are presented 

in Table 4.22. Tbe Pearson s product-moment corrdation coefficient shows that 

there is a weak negati e relationship between up-to-date learning material (r = -

-
.004 p = .945) prompt marking of assignments (r = -.071, p = .2170 and cour e 

relevancy (r = -.040, p = .489) and the nwnber of regional centres. 

Table 4.22: Correlation ben een Regional Centres and Reliability 

Up-to-date Prompt Course 
Learning Materials Marking of Relevancy 

Measure As ignments 

Pearson's 
Correlation .004 .07 1 .040 

Sig. 2-tailed) .945 .217 . .489 

n 302 302 302 
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therefore indicates that a "'eak relation hip e ists bet een the number ofRegional 

entres and growth strateg . It an therefore be implied that there is no statistically 

significant relationship between the reliability dimension of an External Degree 

Programme and the number of regional centres established to offer support 

services to the learners registered in the programme. 

The third and fmal hypothesis was stated to help in answering the question on 

whether there was a relationship between the numbers of resident lecturers 

emplo ed to offer academic support services and the reliability dimension of the 

External Degree Programme? The following null hypothesis was tested. 

H0 : There is no significant relationship be~een the number of resident lecturers 

and the reliability dimension. 

The correlation coefficient result is as shown in Table 4.23. The number of 

Resident Lecturers employed at th~ Regional Centres would, ideally, affect the 

extent to which the course would be relevant, the prompt marking of assignments 

and the extent to which the materials would be reviewed to make them current. It 

should be noted that Resident Lecturers participate in the teaching of distance 

learners and hence mark students' assignments. They also review the study 

materials during Curriculum Review Workshops that are organized by the 

Department for the purpose of ensuring that the cours content i relevant ro the 

market nee s. rl heir input during r i w workshop is important as they are in 

constant touch with the industry. The also interact with students while manning 
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market needs. Their input during revi w ,. or hop i important a th y ar in 

con rant touch with the industry. They also interact with students while manning 

the centres and get a feel of lhe tudents• concern in discharging their teaching 

duties. 

Table 4.23: Correlation ben een Reliability and the Number of R sident 
·c ur rs 

Measure 

Pearson s 
Correlation 

Sig. (2-tailed) 

n 

Up-to-date 
Learning Materials 

-.071 

.217 

302 

Prompt 
Marking of 
Assignments 

-.040 

.489 

302 

Course 
Relevancy 

-.037 

.526 

302 

Table 4.23 shows that there is a weak and negative relation hip between the 

number of resident lecturers and the reliability dimension variables. Each of these 

variables explains less that 1% of the number of resident lecturers (prompt 

marking?= .5%, course relevancy r2 = .16% and up-to date materials r2 = .13%). 

The results are valid at the p<0.05 significance le el. Thus, all the reliability 

variables did not make a significant contribution to the number of regional centres. 

Hence we conclude that there is no significant relationship between the reliability 

dimension of the External Degree Programme and the number ~f resident lecturer 

employed to offer academic support services to the learners. 
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4. .3 Re p n ivene Dimen ion 

This dimension wa measured by fiv factors. These were clarity of course 

objectives, flexibility of the course, teaching excellence support staff 

responsiveness in pro iding services and constructiveness of feedback on 

assignments. These responsivenes dimension indicators are evaluated together 

with their relationship-.: ith the growth of External D gree Programme. 

(a) Indicators for Respon ivene Dimension 

Respondents were to rate the indicators for the responsivenes dimension on the 

basis of how satisfactory 9r unsatisfactory the factors were on a five - point Likert 

scale. The agree/disagree scale used number 5 to represent "excellent or strongly 

agree and number 1 to represent 'fails to meet criterion or highly disagree". Thus, 

a respondent reporting 5 points on the scale would mean that the indicator is 

satisfactory whereas 1 point would imply that the factor is unsatisfactory. The 

findings on these indicators are as depicted i_n the following sections. 

(i) Clarity of course obj cti es 

Clarity of course objectives was meant to measure the extent to which the course 

objectives focused on the needs of the learners and the market. R spondent \ r 

to stare the xtent to ' hich the agre d or di agr ed with a given statement 

regarding the dimension or whether the statement meets the criterion or not. The 

-
course objectives are the primers that aid the learner in regard to the overall goal of 
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Lb programme and the course being pur u d. Th~; lanry f the bj~ct:i t: i 

critical to facilitate the learner in his/her independent study. Tbe findings on this 

indicator are as shown by the fr quency distribution in Table 4.24. 

Tab I 4.2~: Fr qu ncy Di tribution for the C :1rity of ourse Objective 

---

Fails Unsatisfactory Satisfactory Good Excellent 

Criterion 

J % f % J % f % f % 

Resident 
Lecrurer 10.0 10.0 3 30.0 3 30.0 2 20.0 

Tutor 1 3.7 2 7.4 l] 40.7 11 40.7 2 7.4 

Leamer 4 1.3 5 1.7 25 8.3 179 59.3 89 29.4 

Table 4.24 shows that 59% of the learners rated the clarity of the course objectives 

as good. A further 29% of the learners rated the factor a excellent. An equal 

number of tutors rated the criterion as either good (41%) or satisfactory {41%). 

Only a very small percentage (2%) of the learners and tutors (7.4%) did find the 

course objective as unsatisfactory. However, there were respondents who found 

the clarity of the course objec6 es failing Lo meet the criterion. These were I 0% of 

the resident lecturers, 3. 7% of the tutors and 1.3% of the learners. 
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(ii) Programme Flexibility 

The study al o sought to determine the extent to which the programme (cours ) is 

flexible and customized lo individual needs. The E temal Degree Programme i 

rructured in such a manner that the learner can drop out at any given level and 

rejoin at a later date. This i provided for as 1 ng as the student makes a formal 

requ•::-1 by writing a '[~nn JH I ncr to the lk, 1 u1 rhl! chn I. fhi · i.; tht poli .' 

but some students do not follow it to the letter. 

Re pondents were to rate this criterion on the basis of how well they agreed or 

disagreed with the statement or whether the statement met the crit rion or not. In 

other words, the respondents were to srate whether the programme structure i 

flexible and allows for and encourages lateral entry and exit that leads to 

progression to higher levels or not. The scoring on a five-point scale ranged from 

'Excellent (higbfy ..agree = 5)" to "Fail to meet the criterion (highly disagree = 

1 . The fmding is as tabulated in Table4. 25. 

Table 4 .25: Frequenc Di tribution for the Flexibility of the Programme 
tructure 

Fails Unsatisfactory Satisfactory Good Excellent 
Criterion 

J % J % J % f % f % 

Resident 
Lecturer 0 0.0 0 0.0 2 20.0 4 40.0 4 40.0 

Tutor 3.7 2 7.4 11 40.7 11 40.7 2 7.4 

Learner 4 1. 5 1.7 25 8.3 179 59.3 89 29.4 
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Fifty - nine percent of the Ieamer iewed the programme stru~ture as good. A 

further 29.4% were of the view that the programmes's structure is exc llent. None 

of the resid nt lecturers or tutors found th progrmme s structure failing to meet 

the criterion of flexibility. The findings rherefore imply ~at the programme's 

structure is fle ·ible and allows for and encourage lateral entry and exit (i.e. it is 

customized to individual needs). 

ii) Teaching Excellence 

The dimension of responsiveness was also measured using the teaching/learning 

methods. Specifically the extent to which the methods were consciously planned 

in viev of the different learner abilities and needs was of particular importance. 

The External Degree Programme is offered using two modes of study namely face 

- to- face tutorial sessions and independent study. During the face - to - face 

tutorial sessions the tutors employ the lecture method. The independent study is 

where the learner makes use of the study material. The indicator was rated on a 

five-point scale to evaluate the degree of teaching excellence in the programme. 

Five points represented 'Excellent' whereas Fails to meet criterion' was 

represented by 1 point. The responses to this criterion are analyzed and depicted in 

Table 4.26. 
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Table 4.26: Fr q uency Di t ri butioo for eacbino/Lcaroing E Ilene 

Fails Unsatisfactory Satisfactory Good Excellent 
Criterion 

f % f % f % J % f % 

Re ident 
Lecturer 0 0.0 0 0 .0 6 60.0 3 30.0 10.0 

Tutor ..., 
7 .-l 5 L .5 48.2 6 ") ") .. 7 -

Leamer 8 2.7 34 11.2 63 20.8 150 49.7 47 15.6 

About 50% (49.6%) of the learners rated the teaching/learning methods as good. A 

further 16% of the learner rated the methods as excellent. Howe er, 11% of the 

learners and 19% of the tutors found the teaching/learning methods as being 

unsatisfactory. This finding presents challenges to the programme since it is the 

tutors who are responsible for the planning of the teaching/learning methods. 

Perhaps the reason why the Jlletbods are found to be unsatisfactory by the tUtors 

couJd be that there is a shortage of teaching/learning aids as demonstrated under 

the tangibles dimension. 

(iv) Support Staff R esponsiveness to Student Enquir ie 

The respoosivene ·s of staff to student enquiries was also used to measure the 

responsiveness dimension. Tb.e purpose was to determine the extent to which 

support staff is responsive in providing services during residential sessions since 

this is the time the learners interact with them on a regular basis. Students make a 

number of enquiries du.riflg residential se sions. Some of these enquiries include 
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but not limited to; examination re ul , on - line registration for ubjec , fees 

payment status missing term paper scripts and examination cards. The re pondents 

were to rate the re pensiveness of staff to their enquiries on a five - point cale. 

Five points were used to represent ' Staff responsiveness is quiLe unsatisfactory 

(fail ro meet criteri n) whereas 1 point was used to represent 'Excellent taff 

re pensiveness to student enquirie . The finding to this indicator i hown in 

Tah!l: 4.27. 

Table 4.27: F r equenc Distribution for upport Staff Respon i enes to 
Student Enquiries 

Fails Un atisfactory Satisfactory Good Excellent 
Criterion 

J % J % f % f % J % 

Resident 
Lecturer 0 0.0 2 20.0 2 20.0 4 40.0 2 20.0 

Tutor 3.7 1 3.7 12 44.4 12 44.4 37.0 

Learner 12 4 .0 21 7.0 65 21.5 181 59.9 23 7.6 

Sixty per cent of the learners observed that support staff's re pensiveness to their 

enquiries is good. Forty per cent of the resident lecturers were of the opinion that 

the staff is responsi e with a similar percentage (44%) of the tutor opining that 

there is good support staff responsiveness to student enquiries. However, there 

may be need for improvement since about 7% of the learners felt that the staff 

respoosivenes was unsatisfactory. Indeed, another 4% of these learners argued 

that the responsiveness of staff failed to meet the criterion. 
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( ) on tru ti e F edback on A ignm ot 

The last mea ure of the responsiveness dimension was constructive feedback on 

assigrunents. The purpose \ as to determine how \ ell the asse sment results are 

recorded securely and made available to the learners for u e in th ir learning 

experience. In other ' ords, is the feedback on a ignments constmctive to be of 

an_ use to the h.n n rs. The ass ignm nt c mstitute part of 1he courscwork. 

Students write the term papers during independent study usually done while the 

students are away from the learning institution. The term paper are assessed by 

the tutors and later issued back to the srudents during the face - to- face tutorial 

sessions. Respondents were presented with a five - point scale to rate bow well 

they found the feedback on assignments constructive in aiding their academic 

writing sldlls. The corii::tg was such that 5 points represented ' Excellent feedback 

and 1 point represented Highly unsatisfactory feedback' . The results of this 

analysjs are as shown in the Table 4.28 

Table 4.28: Frequency Distribution for Constructive Feedback on 

A signmeots 

Fails Unsatisfactory Satisfactory Good Excellent 
Criterion 

I _% I % I % I % I • % 

Resident 
Lecturer 10.0 10.0 3 30.0 2 20.0 3 30.0 

Tutor 3.7 2 7.4 10 37.0 10 37.0 41 4.8 

Learner 28 9.2 79 26.2 73 24 .2 109 36.1 13 4.3 
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The Table shows that 36% o~ the learner con ide red t~e fe dback on assignments 

as good. 9% of the leart)ers felt that the institution failed to meet the criterion on 

constructive feedback on assignments. Only 26% of the learners rated this criterion 

as unsatisfactory. But 37% of the tutors ere of the opinion that feedback on 

assignments is sati factorily con tructive to the learners. Again 30% of the 

resident lecturers were of the ie thar the feedback on assignments is 

con tructive. The findings imply that feedback on assignments is constructive to 

all the stakeholders. 

(b) Re ponsiveness and Growth 

The third objective of the study was achieved by an wering the question on 

whether there is a relationship between the responsiveness dimension and the 

growth of EDP. From this research question hypotheses were genera~ed as 

presented in the sections that follow. 

The first hypothesis to be tested is stated as follows. 

H0 : There is no significant relationship between the number of students registered 

in the External Degree Programme and the responsiveness dimension. Data for this 

hypothesis was collected on course objectives, course flexibility teaching 

excellence responsi eness of support staff and feedback on assignments. The 

r suit of the Pearson's procl~rct-m <'l _ corrcl tion anal sis are a, shown in Table 

4.2 . 
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Table 4.19: orrelation bet\ een Re p nsi en and umber of tudeut 

Clarity of Flexibility Teaching 
Course of Course Excellence 

Pearson' 
Correlation 

Objecti es 

.011 

Si~. (2 ta1l d) . ~5 

n 302 

-.118 -.022 

.041 . Dl 

302 302 

Responsiveness 
of taff 

-.00 

,.-
302 

Feed
back 

.095 

.JOO 

302 

For all the responsiveness dimension variables, only constructive feedback and 

course objectives had a positive relationship with the number of students enrolled 

in the programme although it was weak (r = .095 and r = 0.011 respectively). 

These variables explained only 2.2% of the number of students. The other 

re ponsiveness dimensions variables had a weak negative relationship to the 

number of students enrolled in the programme and explained only 2.2% of the 

number of students registered in the pr-ogramme. The weak relationship as 

demonstrated by the significance value of less than .5 at the significant level of 

p<0.05 shows that the number of students enrolled in the programme is not 

influenced by the course objectives, course flexibility, teaching excellence, support 

staff responsiveness to the provision of services and feedback on assignments. We 

therefore conclude that there is no significant relationship between tbe 

responsiveness dimension variables and growth as measured by the number of 

students regi tered in the programme. 

The second hypothesis was tested to determine whether there wa any relationship 

between the numbers of regional centres established to offer support services to 
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leame at a di tan e and their resp nsivene m providing serv1ces, teaching 

excellence and constructive feedback on assignments. The hypothesis was stated as 

follows 

flo: There is no relationship between the number of Regional Centre and the 

respon iven s dime ion. 

Rc:~IOnal l:OLr s ar~ the 1 oin t. locaL ·d in Lh~ c umry t ffl:r a eadem ·, ii .rvH.: '$ 

among other services to the distance learner. As such, it is assumed that the fewer 

the number of Regional Centres, the lower is the quality of the Distance Education 

Programme as measured by the responsiveness dimension. Similarly, the higher 

the quality of the responsiveness dimension, the more the number of Regional 

Centre to be established to cater for the increasing number of students. The 

correlation analysis results are depicted in 'fable 4.30. 

Table 4.30: Correlation between Number of Regional Centres and 
Responsiveness 

Clarity of Flexibility Teaching Responsiveness Feed-
Course of Course Excellence of staff back 
Objectives 

Pearson's .011 .118 .022 .008 -.095 
Correlation 

Sig. (2 - tailed) .845 .041 .701 .885 .100 

n 302 302 302 302 302 

The Pearson' product - moment correlation coefficient for all the five indicators 

of responsiveness is positive except for the clarity of objecti · e and feedback on 



assi.gnments. The relationsh ip between these rwo variable and the number of 

. regional centres is negati e and weak r = -0.0 II and r = -0.095 respectively). 

There was a positi e and weak relationship between the number of regional centres 

and the responsiveness dimension variables of flexibility of programme (r = 

0.118), teaching excellence (r = 0.022) and support staff responsiveness to 

students enquiries (r = 0.008). The weak relationship a demonstrated by values 

that are less than p<O.OS implies that there is no significant relationship between 

the number of regional centres and the responsiveness dimension. 

The third and final hypothesis on the responsiveness indicators tested was: 

H0 : There is significant relationship between the number of support staff employed 

and the responsiveness dimension 

The relationship between the responsiveness dime~sion (as measured by the clarity 

of course objectives flexibility of the course, teaching excellence, responsiveness 

of support staff and constructive feedback) and the growth strategy (as measured 

by the number of resident lecturers employed) was investigated using Pearson's 

product - moment correlation technique. The result of this analysis is as shown in 

Table 4.31. 
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able 4.31 : orr lation between Re pon i en 
Lecturer 

and um er of Re id nt 

Pearson's 
Correla tion 

Clarity of 
Course 
Objectives 

.011 

' ig. (- - tailed) .845 

N 302 

Flexibility 
of Course 

.118 

.041 

302 

Teaching 
Excellence 

.022 

.701 

302 

Responsiveness Feed
of staff back 

.008 - .095 

.885 .100 

302 302 

The results show that there was a weak negative relationship between the number 

of resident lecturers and the clarity of objectives (r = -0.011) as well as the 

between the number of resident lecturers and constructive feedback (r = -0.095). 

However the relationslllp between the numbers of resident lecturers employed at 

the regional centres is positi e though weak for course flexibility (r = 0.118), 

teaching excellence (r = 0.022) and support staff responsiveness (r = 0.008). The 

weak relationship as shown by the values at the p<0.05 significance level means 

that there i no significantrelationslllp between the responsiveness dimension of an 

External Degree Programme and the number of resident lecturers employed at the 

regional centres to offer support services to the distance learner. 

4.7.4 A urance Dimension 

The assurance dimension was measured u ing the folJowing indicators -

competence of academic staff teaching techniques, and learning materials. These 
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indicators are presented in this ection together ilh the assurance dimension s 

relationship ith growth of the E ternal Degree Programme. 

· (a) Indicator fo r A urance Dimeo ion 

Respondents were to rate the factors related to the assurance dimension on the 

basis of the extent to which the factor was either excellent or failed to meet the 

criterion. Using a five - point scale whose values ranged from 5 points for 

Strongly agree/excellent' to I point for' Strongly disagree/fails to meet criterion; 

respondents were presented with three such indicators to rate. The indicators 

evaluated were academic staff competence in regard to Open and Distance 

Learning, teaching strategies employed and ease of use of the learning materials. 

The findings on this dimension s indicators are as reported in the frequency 

distribution Tables 4.32, 4.33 and 4.34. 

(i) Academic Staff Competence 

Academic staff competence referred to the extent to which the academic staff 

possessed sufficient knowledge to discharge their teaching duties. This was used to 

measure the qualifications, skills and expertise possessed by the academic staff and 

that was related to Open and Distance Learning. The finding on this factor is 

shO\ n in Table 4.32. 
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Table 4.32: Frequency Di tribution for Academic Staff Competence 

Fails Unsatisfactory Satisfactory Good Excellent 
Criterion 

f % f % f % f % f % 

Resident 
Lecrurer 1 10.0 3 30.0 1 10.0 3 30.0 2 20.0 

Tnt 1r "' 7 
., 

11.1 11 40.7 8 29.6 4 14.8 .) 

Leamer 0 0.0 0 0.0 24 7.9 35 11.6 243 80.5 

From Table 4.32 it can be noted that 80% of the learners rated the competence of 

the tutors (lecturers) as excellent Another 11.5% of the students rated the 

competence of academic staff as good. The tutors rated their own competence as 

good (29.6) while 40.7% of these tutors found their own competence as being 

satisfactory. Only 11 % and 30% of the tutors and resident lecturers respectively 

rated the competence of academic staff (qualifications, kills and expertise) .in· 

distance learning to deal with distance learners unsatisfactory. These findings are 

supported by the qualifications of the tutors since 67.6% of them were master's 

degree holders while 32.4% were holders of doctorate degree . 

The study also sought to determine whether the teaching strategies of the 

programme are structured to facilitate the achievement of the intended outcomes. 

The programme is structured in a way that enables learners to interact with their 

tutors three times in a semester. Each time they interact, there are se eraJ activities 

that are lined up for the learners, chief among them being tuiti.on. Other activities 
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include writing f term pap rs sitting for te ts and end of seme rer examination . 

This finding is contained in Table 4.33. 

Table 4.33: Frequenc Distribution for Structure of the Teaching Str11tegie . 

F; il. . . 
n:ati fact1ry ati faclny G od Excel! nl 

Crit~;;lion 

f % J % j % f %. f % 

Resident 
Lecturer 1 10.0 0 0.0 5 50.0 2 20.0 2 20.0 

Tutor 0 0.0 3 11.1 11 40.7 11 40.7 2 7.4 

Learner ll 3.7 35 11.6 51 16.9 154 50.9 51 16.9 

Fifty per cent of the learners found the structure of the teaching strategies good. A 

further 16.9% of the learners rated the structure as excellent. However, there is 

some dissatisfaction with the structure by about 4% (3.7%) of the learners who 

found it to fail to meet the criterion and a further 11.6% of the learners who rated 

the structure as unsati factory. The tutors were satisfied with the structure as 

40.7% of the tutors rated the trocture of the teaching strategies as satisfactory or 

good. This finding is consistent with the literature as maj01i.ty of the learners are 

aJso employed. 

Finally, the assurance dimension was also measured on the basis of how easy the 

learnerS found the teaming materiafs to be during home study. Home study refers 

to the period when learners are separated from tutors in time and space. The tutors 

also use the instructional materials when teaching. The materials are written in a 
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on e ati nal language ·in which th contem is pre ented in mall manageable 

chunks. The indicator on the ease of usc of the tudy materials was evaluated aod 

the results are reported in Table 4.34. 

able 4.34: Frequenc_ Distribution for Ea e of To tructional Materia] 

Fail' Unsatisfactory S<t t isfac tt 1 y Good Excellent 
nterion 

f % f % f % f % f % 

Re ident 
Lecturer 3 30.0 3 30.0 3 30.0 0 0.0 1 10.0 

Tutor 8 29.6 11 40.7 3 11.1 5 18.5 0 0.0 

Leamer 42 13.9 103 34.1 66 21.9 67 22.2 24 7.9 

Thirty-four per cent of the learners disagreed with the assertion that the 

instructional materials are easy to use. Another 13.9% of the learners found the 

materials failing to meet the criterion on the ease of use of the study materials. 

Indeed, 40.7% of the tutors found this factor unsatisfactory. A further 29.6% of the 

tutors shared the iew that the study materials fails to meet the criterion. 

(b) As urance Dimension and Growth 

The relationship between the quality assurance dimen ion and growth of the 

External Degree Programme was inve tigated . The main research hypothesis from 

which subsequent hypotheses were derived is stared as follows . 

126 



Ho: There is no ignificant relation hip bet\1 een the a suranc dimension of the 

External Degree Programme and its growth 

The results ofthe tests of hypotheses are presen~ed in the following sections. 

The first hypothesis tested was to determine whether there was a relationship 

between the numbers of students registered in the External Degree Programme and 

the assurance dimension. The following null hypothesis was therefore tested. 

H0 : There is no relationship between the assurance dimension and the number of 

students enrolled in the External Degree Programme. 

The following constructs were used to obtain data on the assurance dimension, 

namely· staff possession of sufficient knowledge to convey trust and confidence, 

techniques used in teaching are appropriate and learning materials are easy to use. 

The Pearson s product - moment correlation coefficient was co~puted and the 

results are shown in Table 4.35. 
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Table .:t.r: Correlation between umber of tudents aod urance 
Dimeo ion 

Staff Appropriate Ease of course 
Po ession techniques materials 
of 
knowledge 

Pea on' 
'!llOII -.u I I -.050 - .111 

Sig. 2-tailed) .847 .389 .053 

n 302 302 302 

Table 4.35 shows that there was a weak negative relationship between the number 

of students registered in the External Degree Programme and all the assurance 

dimension variables. Knowledge possessed by support staff to convey trust 

contributed a negligible proportion (0.012%) of the ariation in the number of 

students enrolled in the External Degree Programme whereas appropriate 

techniques used in teaching explained only 0.25% of the variance in respondents 

cores on the number of students enrolled. The ease of the course materials 

variable explained only 1.23 per cent of the variance in the number of students. 

The weak relationship at p<0.05 significance level indicates that there is no 

significant relationship between the number of students enrolled in the programme 

. 
and the growth strategy measured by the ease of course materials appropriate 

techniques used in teaching and the knowledge possessed by the support staff. 

The second hypothesis tested was to establish whether there was a relationship 

between the number of regional centres and the assurance dimension. The 

following null hypothesis as therefore tested. 
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Ho: here i no ignificant relation hip between the assurance dimension and the 

number of regional centres was tested. 

Table 4.36 sho' the results of the comput~d correlation coefficient for this 

relation hip. 

Table 4.3<' 1r relatioo beh\CCD As urance and Regional Centre 

---
Staff Appropriate Ease of course 
Possession techniques materials 
of 
knowledge 

Pearson's 
Correlation .011 .050 .111 

Sig. (2-tailed) .847 .389 .053 

302 302 302 

There was a weak positi e relationship between the assurance dimension and the 

number of regional centres with low levels of assurance dimension associated with 

low levels of the number of regional centres. "Knowledge of staff to convey trust 

and confidence" explained only 0.012 per cent of the variance on the number of 

Regional Centres whereas appropriate techniques used in the teaching of distance 

learners explained another 0.25 per cent of the variance in the number of Regional 

Centres. The variable on the ease of course materials predicted only l.23 per cent 

of the variation in the number of Regional Centres. The findings show that there .is 

no significant relationslllp at p<0.05 significance level between the assurance 

dimension (as measured by the knowledge of staff appropriateness of teaclllilg 
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technique and ease of use of cour e mat rials) and growth strategy (as measured 

by the number of regional centres). 

The third and fi_nal hypothesis was stated to e tablish whether there was a 

relationship between the assurance dimension and the number of resident lecturers. 

The significance of the relationship between the assurance dimension and the 

number of resident lecturers was tested at p<0.05 significant level. 

The relationship between the assurance dimension (as measured by the knowledge 

of staff, appropriateness of teaching techniques and ease of use of the course 

materials) and the growth strategy (as measured by the number of resident 

lecturers) was investigated using the Pearson's product-moment correlation 

teclmique. The results are presented in Table 4.37. The findings showed that there 

is a weak, po~tive relationship between the assurance dimension and growth 

strategy at p<O.OS significance level. 
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Table 4.37: Correlation beh en A urance and umber of Re ident 
Lecturer 

Staff Appropriate - Ease of course 
Possession technique material 
of 
kno\ ledge 

p 'riLOll' 

C'orrdation - I I .050 . I ll 

Sig. (2-tailed) .847 .389 .053 

N 302 302 302 

The assurance dimension only ~xplains a very minimal percentage (less lhan 1 per 

cent) of the ariance in respondents' scores on the number of resident lecturers 

employed to offer support services at the regional centres. At p<O.OS significance 

level it can be concluded that there is no significant relationship between the 

assurance dimension of an External Degree Programme and the number of 

Resident Lecturers employed to offer support services to distance learners. 

4. 7.5 E mpathy Dim en ion 

This quality dimension was captured by five factors. The five factors were; out-of-

class communication with tutor, courtesy of support staff, cost of the programme 

and caring and. indiv idualized attention given to students by the support staff 

during academjc and personal counseling sessions. 

131 



(a Indicator for Empathy Dimeo i n 

The respond nts were suppo ed to rate the empathy dimension factors on a five-

point scale that ranged from 5 points for' Excellent' to 1 point for 'Fails to meet 

crit rion". The fu1ding are pr nted in Tables 4.3 , 4.39, 4.40, and 4.41. 

(i) 0 1t-of- h · Communr .ton 

The factor on ' out - of - class communication of the learner with tutor sought to 

determine whether the learner has access to the tutors through a variety of media. 

This is important in a Distance Education Programme since the learner would want 

to consult the tutor on a variety of· learning issues. For instance, learners 

occasionally want to communicate with their tutors regarding unrecorded marks 

missed lectures, permission to be away from class, and so on. Table 4.38 presents 

the frequency distribution results of the analysis on the communication between 

the learner and the tutor outside the classroom. 

Table 4.38: Frequenc Distribution for Out-of-clas Communication with 
Tutor 

Fails Unsati factory Satisfactory Good Excellent 
Criterion 

f % f % f % f % f % 

Resident 
Lecturer 0 0.0 4 40.0 2 20.0 2 20.0 2 20.0 

Tutor 3.7 15 55.6 7 25.9 1 3.7 3 11.1 

Learner 91 30.1 211 69.9 0 0.0 0 0.0 0 0.0 

132" 



The learners felt that there wa minimal interaction with the tutors outside the 

formal face-to-face tutorial sessions. This is supported by 70% of the learners 

whose opinion was that out-class-communication as unsatisfactory. Another 30% 

of the learners were of the view that the University was failing to meet the criterion 

of enabling the learners to ha e access to the tutors after face-to-face tutorial 

se sions. 

The tutors too, felt that out - of - class communication is limited since 56% of 

these tutors rated this factor as unsatisfactory. However the resident lecturers rated 

the factor on out - of- class communication with the tutor as either good or 

excellent (20%). This should be the case since the Resident Lecturer is stationed at 

the Extra - Mural Centre which the learner visits while on home study to collect 

instructional materials, marked assignments and for any other relevant services. 

(ii) Courte of Support Staff 

The other factor used to capture the empathy dimension was the courtesy of 

support staff. This aimed at identifying the extent to which the support staff is 

courteous when dealing with a distance learner with respect to his/her academic 

issues. Some of these issues include issuance of identity cards, registration for 

subjects and . examinations among others. Table 4.39 shows the findings on this 

ind i ator. 
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Tabl 4. : Frequ oc · ribution forthe ourtc of upport taff 

Fail · Un atisfactory Satisfactory Good Excellent -
Criterion 

I % f % J % f % J % 

Re ident 
Lecturer 0 0.0 2 20.0 3 30.0 3 30.0 2 20.0 

fulor 1 :J.1 3 11.1 11 - 0.7 9 33.4 3 1 J. J 

Leamer 17 5.6 42 13.9 81 26.8 151 50.0 11 3.7 

A large number of the learners were satisfied with the manner in which services 

were being offered to them by the support staff. Half of the learners (50%) rated 

the courtesy of support staff as good while a small number (3%) rated the manner 

in which services were offered as excellent Thirty percent of the Resident 

Lecturers found the courte y of the support staff as either satisfactory or good 

although .2.0% did not find the courtesy of upport staff as excellent. 

(iii) Cost of the Programme 

The co t of the programme to the learner was also assessed. The purpos was to 

find out how affordable the programme was to the distance learn.er since that 

d~tennines his/her continued stay in the programme without dropping out on 

account of failure to pay the requi ite. Students pay a total amount of Kshs. 

80,000.00 as tuition fees for an academic year. This tuition fee is paid at the 

beginning of each academic year. Table 4.40 presents the frequency distribution 

for this indicator. 
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Tabl ~.40: Frcqu nc)' i tribution for o t of th Programme 

Programme's Co l 

Fail Unsalisfactory Satisfactory Good Excellent 
Criterion 

J "o f % f % f % f % 

Re:>id at 
Le Lurer 0 o.u 10.0 10.0 7 70.0 10 10.0 

Tutor 0 0.0 4 14.8 8 29.6 11 40.8 4 14.8 

Leamer 4 1.3 2 0.7 24 7.9 190 62.9 82 27.2 

The cost of the programme was found to be affordable to the learner a 63% of the 

learners rated the cost as good (inexpensive). A further 27.2% of the learners found 

the cost of the programme to be excellent (extremely affordable). Thirty percent of 

the tutors were of rhe view that the cost of programme is satisfactory while 70% of 

the resident lecturers thought that the oost was good. Tbe implication is that all the 

stakeholders view the programme as affordable to the learner. A report on 

Distance Learning at the University of Nairobi (Syagga 2001) found that the cost 

of the B. Ed programme by distance learning is half the cost of the face - to - face 

parallel programmes, demonstrating that the cost of distance learning is cheaper 

and more affordable. It i imperati e to note that some resident lecturers and tutors 

have relatives and close friends enrolled in the programme and pay for their tuition 

fees. 
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iY) Provi ion of A ad mi and Per onal Coun lino 

The extent to which learners were provided with academic and personal counseling 

at the residential es ion was measured. The idea -.: a Lo determine whether 

upp rt raff ~.:on·.:. a c. rin;:,. in ividualiz~ tte"lri n in ·oh·ing the learn r' 

probl ms. Tn other word do the learners b~ve acce to acaden and per· nal 

cuunsdmg? The manner 111 \\hich the lt:.·rn~rs are tr~at~..:d wb1 pursmng Lhe 

programme has implications on the extent to which they will continue with their 

learning or drop out. This result is hown in Table 4.4l. 

Table 4.41: Frequenc Distribution for Provi ion of cademic and Personal 
Counsellin(7 

Provision of Academic and Personal Counseling 

Fails Unsatisfactory Satisfactory Good Excellent 
Criterion 

f % ~I % f % I % f % 

Resident 
Lecturer 0 0.0 3 30.0 3 30.0 4 40.0 0 0.0 

Tutor 4 14.8 9 33.3 9 33.3 4 14.8 1 3.8 

Learner 18 5.9 41 13.6 65 21.5 159 52.7 19 6.3 

The provision of academic and personal counseling is good a rated by the learners 

(50%). The tutors also rated the provision of academic and personal counseling as 

good ( 40%). However, 30% of the resident lecturers and 33% of the tutors found 

the provision of academic and personal counseling un atisfactory. This is possibly 

because there is no person specifically attached to the distance learners to offer 
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both academic an personal counseling. lf any aca.demic and p rsonal counseling 

is done then it is at an individual discretion . . 

(b) mpath dimeo ion and Growth 

The re lationship bet een empathy and growth was investigated using the 

Pearson s product - moment correlation technique. The objective was to 

determine the extent to which the empathy dimension relates with the growth of 

EDP. The research question that was formulated to help in attaining th is objective 

from wh ich three sub-questions were generated is stated as follows: What is the 

relationship between the empathy dimension of an Externa l Degree Programme 

and the growth of EDP? The null hypothesis that there is no relationship between 

the empathy dimension and the growth of External Degree Programme was tested. 

The following sections present the results of the tests of hypotheses derived from 

the major research hypothesis. 

The first hypothesis was stated as follows. 

Ho: There is no significant relationship between the number of students 

enrolled in the External Degree Programme and the empathy dimension. 

Th data for tl is h_ pothe is was obtaincJ from the _ tb l s of out-of-class 

ommuni ation-.: ith wtor court sy or upport staff, o t olthc programme and th 

caring and indi idualized attention given to students concerning academic and 
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pers nal c un eling. T he rl:!sult of the analysis a[ the tgni.ficaoce level p<0.05 is 

pre ented in Tab} 4.42. 

Table 4.42: orrelation between Empatb and ~umber of tudents 

raff Co t Couns ling 
ot pr gramme Prov1sion 

Peat ) fl· , 
... 

Correlation .002 -.046 - .122 .Uov 

Sig. (2-tailed) .968 .425 .034 .135 

N 302 302 302 302 

There wa weak, positive relationship between the out-of-class communication 

with tutor (r = 0.002, p = 0.968) and costliness of the programme (r = 0.086, p = 

0.135) and the number of students enrolled in the programme. The conclusion is 

that there is no significant relationsh~p between the number of students registered 

into the programme and the empathy quality dimension at p<0.05 significance 

level. 

The second hypothesis was stated as follow . 

Ho: There is no relationsrup between the number of Regional Centres and 

empathy dimension 

The data used for this hypothesis wa similar to that u ed to test the relationship 

between the number of students and empalby dimension except for the costliness 

of the programme. The findings are shown in Table 4.43 . 
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able 4.43: orrelation beh een Regional entres and Empatb 

Out-of-class Staff Counseling 
Communication courtesy Provision 

Pearson s 
Correlation .002 -.046 .086 

Sig. (2-tailed) .968 .425 .135 

30:' 30_ 1()::! 

Pearson s product-moment correlation coefficient is positive for the variables of 

staff courtesy and the degree of staff caring in solving students' problems 

concerning their academic and personal issues. There was a negative correlation 

between the number of regional support centres and empathy. The relationship 

between the number of regional centres and out-of-class communication with tutor 

was weak (r = -0.002) and that of staff courtesy (r = 0.046). Similarly, the 

relationship between the number of regional support centres and the extent of staff 

caring was weak (r = 0.122). The weak correlation at p<0.05 significance level 

means that there is no significant relationship between the empathy dimension and 

the number of regional centres established to offer support services to distance 

learners. 

The third hypothesis concerning the empathy dimension was to determine whether 

there was a significant relationship between the number of resident lecturers and 

empathy dimension. The hypothesis was tested to establish whether the empathy 

dimension bore any relationship with the number of resident lecturers employed to 

offer academic and other services at the regional offices. The reasoning in tlris 
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question 1 that, if the empathy dimen ion is I w then the number f r 1dent 

lecturers would be fewer than if the empathy wa high. For xample, if the up port 

staff is courteous when offering services to students, then this may lead to 

increased tudent numb rs and hence the instituti n would employ more lectures to 

cater for the ri ·e. The Pears n's product·m ment correlation l cbnique wa used 

to inve tigate thi relation hip. The finding are hown in Table 4.44. 

Table 4.44: Correlation between Resident Lecturers and Empathy Dimension 

Out-of-class taff 
Communication courtesy 

Pearson's 
Correlation .002 -.046 

Sig. (2-taiJed) .968 .425 

302 302 

There was a weak negative relationship between the out-of-class communication 

with tutor and tbe number of resident lecturers employed to offer support services 

(r = -0.002). This variable helped to explain an insignificant percentage (0.0004%) 

of the varian.ce in respondents scores on the number of resident lecturers. Again, 

the relationship between staff courtesy and the number of resident lecturers was 

positive but eak (r = 0.046) and explained only 0.21 per cent of the variation . The 

fmdings help to explam that there is no significant relationship between the 

empathy dimension and the growth strategy (a measured by the number of 

re.sident I cturers employed to offer support services at the regional centres at 

p<0.05 ignificanc level. 
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4.8 derating lnfluen e ofE ternal actor 

The moderating effect of external factors was investigated. These factors 

comprised of top management s desire to tap the opportunity of Distance 

Education rogramme needs of the consumers (or market needs), attitude of the 

managers of DE and the degree of competition in the provision of distance 

education courses. Based on theoretical finding it was held that a relationship 

between the growth of EDP was more likel to be observed with external factors. 

The following re earch question was, therefore, formulated on the strength of this 

argument: Do moderating environmental factors influence the growth of the 

External Degree Programme? The null hypothesis that there is no significant 

relationship between the moderating factors and the growth of the External Degree 

Programme was tested. 

The relationship between the external environmental factors and the growth of 

EDP was investigated using the Chi-square test. ltem 2 of the questionnaire for the 

managers of distance education was used to capture data for this question. The 

item consisted of top management's desire to tap the opportunity of Distance 

Education Programme needs of the consumers (market needs) positive attitude of 

the managers of Distance Education towards the distance education programme 

and the competition among DE institutions. Table 4.45 presents the results of this 

analysi ~ . 
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Tab I 4.45: hi- quare te t for Environmental Factor and Gronib trareay 

Cause of 
expansion 

Top manag ment's v· liogn 

Consumer need 

l'o 1tJv attimd 

Chi-square 
df 
Asymp. Sig.(2 -tailed) 

Observed N 

2 

2 

.400 
2 

.819 

Expected 

1.7 

1.7 

1.7 

The value of 0.82 is larger than the alpha value of 0.05. It can be concluded that 

the result is significant. Ibis means that the external environmental factors are 

significant determinants of the expansion strategy that bas been adopted at the 

Urriversity of Nairobi. 

4.? Performance of tbe Uni ersity 

Evaluation of the perfonnance of the University of Nairobi in the provision of 

distance learning was necessary to establish whether it would ustain a growth 

strategy. Thus every aspect of a growth strategy was to be assessed on the basis of 

its contribution to the programme's overall quality. The growth of a progamme 

entails impro ements in teclmology, faculty instruction, course design or 

expansion of course offerings. However, growth' succes is measured by the 

adequacy of the education delivery system, system s capacity lo serve students, 

clarity of the communication techniques throughout the system and the adequacy 
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of supp rt service (Best, 2005. Th re pondent therefore rated the Umver ity of 

airobi against these performanc indicators and the results of the analy is are 

shown in Table 4.46. 

Table 4..16: Mean and tandard Deviation and vlann -Whitney T • core for 
Perfor mance Indicator 

\ ·ariabk 
Whitney z Asymp. Sig. 

Capacity to serve students 302 3.68 .815 10121.0 -1.578 0.115 

Education delivery system 302 3.79 .752 9493.5 -2.583 0.010 

Communication technique 302 3.56 .923 9861.5 -1.875 0.061 

Support Services 302 3.16 .958 10280.0 -] .240 0.215 

Sex 302 1.44 .497 

Overall, students thought that the University's performance was good (~:::::4). The 

Z values for aU the ariables are less than -2.0 with a significance level of p~.l 0 

except for the education delivery system and communication techniques used. 

Since the probability value (p) is not les than or equal to .05 then this means that 

there is no statistically significant difference in the performance 6f the University 

of airobi scores between male and female students. However, the p alue for 

education delivery system is less than 0.05 indicating that there is some difference 

in the performance using the male and female scores. 
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4.10 R ommendation to the ni cr ity 

R spondents were asked to state tbe kind of recommendation the could offer to 

the University with respect t tile External Degree Pro0 ramme. Re ponse were 

meant to measure whether the respondents would recommend an expansion 

strategy. maintenance of the current level of re. ourc to the pr gramme cut down 

un ~ .. .,cndit JC n the! pro·•rammc or do no hing ·t l (ttl th..: progrnmm . Th · Jcsul 

are as reported in Table 4.47. 

Table 4.47: Recommendation to the Univer ity on the External Degree 
Programme 

Resident 
Lecturer 

Tutor 

-Learner 

Recommendation 

Continue with 
Expan ion strategy 

% 

90.0 

96.3 

86.1 

Maintain 
current level 

% 

JO.O 

3.7 

2.6 

Cutdown 
expenditure 

% 

0.0 

0.0 

8.6 

Maintain 
status quo 

% 

0.0 

0.0 

2.6 

inety percent of the resident lecturers were of the view that the University should 

c~otinue with its expansion strategy. Ninety - six percent of the tutors were of the 

opinion that the University should continue with the expansion strategy. Only a 

small percentage of the tutors (3.7%) recommended tbat the Universjty should not 

spend its resources on the programme. A majority of the learners (86%) offered the 

recommendation that the expansion strategy bould be pursued. 
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4.11 ummary 

The chapter ha dealt with anal sis of data on each of the objectives of the study. 

The chapter began with an analysis of the profiles of the respondents. This . was 

followed b an evaluation of importance of quality dimensions and an assessment 

of the importance ofthe dimensions against respondents expectations. An analysis 

of the indicators of quality dimensions and their relationships with growth strategy 

was explored. The Pearson s product correlation technique was utilized to establish 

the relationships between each quality dimension an~ growth strategy. 

The performance of the External Degree Programme was evaluated using the mean 

and standard deviation measures. Mann - Whitney U test was conducted to 

determine the differences in the scores between male and female respondents. The 

chapter concludes with an analysis on the recommendations that respdndents 

offered the University with regard to the programme. 
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HAPT RFIVE 

.................... Y OF FIND G DI CU ION, 0 CLU 10 SAND 
RECOMMEND TIO 

5.1 Introduction 

The overall aim of this study was to investigate whether perceived quality 

dimensions possessed by lhe Distance Education Programme bear any relationship 

with the growth strategy adopted by the niversity. This chapter re-states the 

research objectives and a summary of the findings as well as a discussion of the 

fmdings in view of the theory und rpinnings, practical implications, policy and 

further research in the field of distance education in Kenya. 

5.2 Summary of the Findings 

This study sought to fill the gap in knowledge on the dimensions of perceived 

quality and their relationship to strategy choice with special emphasis on growth of 

EDP at the University of Nairobi. The purpose was to determine whether a higher 

education institution will always base its expansion strategy on quality dimensions 

of its degree programme. Specifically, the aim was to determine the relationship, if 

any, between a programme's perceived quality dimensions and its growth strategy. 

The major research question \1 as whether there is a relationship between a distance 
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A review of the literature on pr gramme quality indicators associated' ith distance 

education course and programmes led to the statement of there earch objectives. 

There were six objecti es. These were: 

I. To det rmine the relationship between tangible dimension of a degree 

programme and growth of the External Degree Programme 

2. To assess the relationship between reliability dimension of a degree programme 

and growth of the External Degree Programme 

3. To determine the relationship between responsiveness of a degree programme 

and growth of the External Degree Programme 

4. To e tablish the relationship between assurance dimension of a degree 

programme and growth of the External Degree Programme 

5. To establish the relationship between empathy dimensio!'l of a degree 

programme and growth of the External Degree Programme. 

6. To~ determine the relationship between moderati~g effect of environmental 

factors and growth of the External Degree Programme. 

The first phase of this research began with a comprehensive review of the literature 

on quality indicators for distance education programmes offered using the limited 

face- to - face tutorial sessions and independent study. The literature helped in the 

identification of the current best practices guidelines, standards and benchmarks 

developed by a range of higher education institutions. The standards in t~ese 

guiJd in~ ott n n II into on the li ~ atcgories f tangibles reliabili ty, 

responsi eness a suran and empathy. 
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A que tionnair onsis1ing of open-ended and closed-ended question was 

administered tore pondems. There pondent ere made up of students (learners), 

resident lecturers and tutors. These constituted the faculty staff. The data collected 

was analyzed using descripti e and inferential statistic . The descriptive tatistics 

computed included frequencies and percentages that were presented in tables. 

Inferential tatistical techniques were used to analyze and answer the research 

questions as well as to test the hypotheses. The techniques used were the Pear on's 

produ~t-moment correlation, chi-square test and Mann-Whitney U test. 

The first perceived quality dimension to be e amined v as the tangibles. Data on 

the tangibles indicators was collected using a scale that rated the "adequacy' or 

inadequacy of the study materials, learning facilities, lear_ning aids support staff 

and lecturers. The respondents were to rate the indicators on a five -point scale in 

which 1 point represented 'highly inadequate ·(fails to meet criterion) 5 points 

represented' highly adequate' (excellent). The fmdings showed that the provision 

of study materials fails to meet the expectations of the stakebokiers. This 

accounted for more than 30% of the respondents. Thirty - three percent of the 

learners reported that the learning facilities did not meet their expectations. Twenty 

percent of the Resident Lecturers and 26% of the tutors reported that the learning 

facilities are inadequate. 

Sixty - two percent of the respond ·nts were of the opinion that the 

teaching/! arning re ou rces provid d in the E. ternal Degree Programme \ ere 

inadequate. However the residential session facilitators as well as the tutors were 

found to be adequate for the student population admitted to the programme. 

148 



On whether tangibles influence the growth trategy adopted by the University of 

airobi, the findings at the 95% significance le el re ea]ed that there wa no 

significant relationship between the tangibl s percei ed quality dimension and any 

of the growth indicators (as measured by the number of students registered in the 

programme regional centres and resident lecture employed to offer support 

services). 

The reliability quality dimension was measured using the currency of the learning 

materials, pro~ptness in marking assignments and course relevancy to the 

learners. On a scale of 1 to 5 on the "disagree/agree continuum, the respondents 

rated the currency of the learning materials as falling below the currency criterion 

(that is, majority disagreed with the assertion that the learning materials· were up

to - date). On the promptness of assignment marking 52% of the respondents 

opined that the marking of assignments was good. Similarly the respondents 

considered the course as relevant to the need of the market. 

Using the Pearson s product-moment correlation technique to determine if there 

was any relationship between the reliability perceived quality dimension and the 

programme s growth, the study found that there was a weak positive relationship 

between reliability and the number of students admitted into the programme. 

However, at 95% significance level there was a weak n~gative correlation 

bel\ ~en curren ·y of Lh~ swd_ mat rial.. prom ptne in the marking f 

a ~ 1gnmt.:nt and ~ ur e relc an e with th num ber of r gional c ntres e tablish d 

to offer support ervices. Again, there was no significant relationship between the 
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reliability quality dimen ion and the number of resid nt lecturers employed to 

serve the student register d in the programme. 

The third quality dimen ion of.responsiveness was captur d by collecting data on 

the clarity of course objecti es, cour e flexibility, teaching excellence and support 

staff responsiveness in pro iding services to students and staff and constructive 

feedback on assignments. A five - point Likert scale was used to rate these 

indicators of responsiveness in the External Degree Progarmme. The scale ranged 

from .1 to 5 points on the 'fail to meet criterion" and "excellent' continuum. 

Eighty - eight percent of the learners reported that the course objectives are clear 

to them. imilarly 50% of the interviewees found the programme's structure to be 

highly flexible and customized to their needs. The learning/teaching methods were 

also found to be good. This was reported by 50% of the learners and 22% of the 

tutors. Again the respondents were satisfied with the manner in which the support 

staff responded to their enquiries. This was reported by 60% and 40% of the 

learners and tutors, respectively. In addition the feedback on assignments was said 

to be constructive as reported by 36% of the learners and 30% of the tutors. 

In order to determine whether responsiveness bore any relationship with the 

growth strategy, data was collected and analyzed using Pearson's product-moment 

correlation technique. The results sho ed that the_re was a weak and negative 

relationship b tween ourse I!XibiJity teaching method and suppon taff 

respon i eness and the numb r of students admitted to the DP. Ho ever the 

relationship though weak was positive for the clarity of course objectives and 

constructive feedback on assignments. At the 95% significance level, the findings 
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bowed that (here was n significant relationship bet een the perceived 

responsiveness quality dimension and the growth of the External Degree 

Programme. 

The percei ed assurance quality dimension was measured using the indicators of 

competence of acad mic staff teaching techniques and learning materials. The 

respondents were to rate each of these factors on the basis of the extent to which 

the indicator was excellent or failed to meet criterion (very poor). The scoring 

ranged from ' 1 = fails to meet criterion (very poor)' to '5 = excellent". 

Frequencies were computed for each quality dimension indicator. The findings 

showed that 80% of the respondents rated the competence of academic staff to 

teach distance learners as excellent. The programme's structure was found to be 

excellent by about SO% of the respondents. About 41% of the respondents 

(especially tutors) were agreed that the study materials required review. 

The relationship between the quality assurance dimension and the growth ofEDP 

as found to be weak and negative with respect to the number of students 

admitted, the number of regional centres and the resident lecturers when analyzed 

using the Pearson s product-moment correlation coefficient 

Empathy quality dimension was measured by collecting data on out-of-class 

comm unication \ ith tutor, courtl;sy oT ::,Uppon taff o t of the program n . caring 

and indi idualiz d att ntion gi ven to the studen ustomer by the support staff 

during academic and personal counsel ing. A five-point scale was used to rate these 
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indicatOrs of empathy dimension. The scoring as '"5 = e cellent and " I =- fails to 

meet criterion ( ery poor)". 

e enty per c~nt of the respondents reported that there was minimal interaction 

with the tutor outside the formal face - to - face tutorial essions. About 50% of 

the respondents were satisfied with the manner in which services were being 

pro ided to them by the support staff. Sixty two percent of the re pondents 

reported that the programme was affordable to the distance learner. More than 50% 

of the interviewees agreed that support staff provided a caring and individualized 

attention when solving the learner's problems. The in tructionaJ materials were 

written in a manner that the learners found to be easy to use on their own. This 

finding was reported by more than SO% of the respondents. 

The relatiot'lship between empathy dimension and the growth of EDP was 

investigated using the Pearson's product-moment correlation technique. The 

findings revealed that there was a w.eak but positive relationship between the out 

of- class communication with the tutor and the costliness of the programme with 

the number of students admitted to pursue the distance education degree 

programme. Again there was a weak but positive relationship between staff 

courtesy and the extent to which support staff provided a caring and individualized 

attention when dealing with customer/student issues and the number of regional 

centr s. Finally the study cstabli-,l ~d that Lher " as a weak but negat ive 

relation hip between the empath, dimension and the number of resid nt lectur rs 

employed ro offer support services to the distance learner. The fmdings showed 
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that there v.as no ignificant relation hip between the empathy dimension and any 

of the growth factors at p<O .OS significan e level. 

The study also sought to determine whether growth of the External Degree 

Programme could be influenced by external environmental factors such as the top 

managements desire to tap the opportunity of the distance education programmes, 

the needs of the consumers attitudes of the managers of DE programmes and the 

degree of competition in the field of distance education. Chi - square test was 

conducted to investigate the aSsertion that there was no significant relationship 

between moderating variables and the growth strategy. The result of this analysis 

showed that the relationship did exist and that it was significant at p<O.OS 

significance level. 

5:3 Di cussion of the Findings 

The survey generated se~eral items related to the quality indicators associated with 

the E ternal Degree Programme. The items were consistent with the quality 

indicators identified through the guidelines and best practices found in the 

literature. Students' perceptions of educational service and perceptions of those 

involved in the provision of distance education (faculty staff) provided a good 

measure of the quaUty of a distance education programme as a result of their 

e.·peri.:nce derived over a long time. 

be results of this study have reinforced much of the previous research findings in 

distance education sur eys of students and faculty staff (Gultekin, 2009· Hirner, 
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2008; haney et al, 2007; Koul 1988 · Nunan & Calvert 1992). In addWon, the 

perceptions of student and staff (tutors and resident lecturers) were similar to those 

identjfied in pre ious studies ( te enson, MacKeogh & Sander 2006; Kelsey, 

Linder & Dooley, 2002; DiDemenico, 1996). 

The following sections describe the results of the study and the literature. The 

dimensions discussed are tangibles, reliability, responsiveness assurance and 

empathy. Research on the dimensions of quality in distance education bas 

concentrated on the identification of the indicators of quality. This study has 

identified the quality dimension indicators possessed by the External Degree 

Programme and their relationship to the expansion of the programme. 

5.3.1 Tangible and Growth 

Previous studies on tangibles have shown that students placed a great deal of 

importance on c~urse materials (Bell and Shieff, 1990; Nunan and Calvert, 1992; 

Tallman 1994), instructor (Biner, et al, 1994) resources (Holdford and Anuprita 

2003), technology appropriate technologies and appropriate tools and media 

(Nunan and Calvert, 1992; Pilcher and Miller, 2000; Chaney, 2007) and physical 

facilities (Bell, 2003). This study has conftrmed that tangibles contribute to the 

quality of a distance education programme. Indeed among the other dimensions of 

qualit) it was highly ranked v ith a m~:an cor of 4. 3. Tan~ibles dimension had 

nc oftb~ minimal p r ei ed- xpected er i e gap as s essed by students. 
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Th re p ndems indicated that study mat rials were inadequate or unsatisfactory -

and that le ming fa ilities ' re inadequate. Learning aids were also said to be 

unsatisfactorily pro ided in the External Degree Programme. However support 

taff and the number of tutor employed to offer tutorials during the face-to-face 

residential sessions ere found to be adequate. 

The findings on the question of\ hether there was a relationship between the 

tangibles dimension indicators and growth of the programme showed that there 

was a weak and insignificant relationship between each of the tangible dimension 

indicators and the number of tudents registered the number of regional centres 

and the number of resident lecturers. This finding is not supported by literature. 

Past studies have shown that when students are dissatisfied with a programme 

(quality of a programme) they drop out. This implies that the number of registered 

students has to go down and subsequently there is low enrolment that leads to 

fewer regional centres and resident lecturers. The finding may be attributed to the 

need for _promotion by the learners at their places of work. 

5.3.2 Reliability and Growth 

The dimension of reliability in olves the consistency of performance and 

dependability of a programme. It implies that a programme offers what it should in 

terms of its scr ices. Past studies ha e employed th olio' ing indicator of · 

reltabilit - opportunities to apply learning lo r at situations and relevance and 

usefulness of study guides ( t. Pierre and Olsen, 1989), distance education meets 

individual goals (Wilkinson and Sherman 1991), timely return of assignments 
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(Tallman, 1994) cour e process and course deli ery and assessments (Bell, 2003), 

prompt feedback (Chaney 2007), class procedures and expectations (Myers 2008) 

and reliability of technology (Himer 2008). This study has used the indicators of 

up-to-date learning materials prompt marking of assignments and course 

relevance. 

Respondents rated the rel iability dimension as the second most important quality 

dimension that should be possessed by a distance education programme. This 

dime"nsion produced the greatest gap in the perceived-expected service 

performance scale. However, only an insignificant number of respondents found 

the learning materials to be outdated. Prompt marking of assignments was found to 

be excellent as well as the relevance of the course content to the market needs. The 

findings confirm the literature. Prompt feedback from professors had been cited by 

learners as a unique coping strategy students had developed to succeed in a 

programme offered at a distance (Kelsey, et al, 2002). Again students had been 

found to be satisfied with a programme that helped them to meet individual goals 

(Wilkinson and Sherman, 1991) and that aided them to apply learning to real 

situations (St. Pierre and Olsen, 1989). 

It bad been hypothesized that there was no significant relationship between the 

reliability of a programme and its growth. The test revealed that there was a very 

\ eak though po iti\ r lationship betw en reliability and growth tratcgy 1 -

m~:asured by the numb r of tudent registered in the ·e ternal degree programme) 

at the p<O.OS significance level. However the relationship between currency of 

learning materials prompt marking of assignments and course relevance was weak 
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and negative against the regional tudy centre and the number of resident 

lecturers. rom a theoretical persp eli e, it can be argued that the relationship 

between reliability and the number of students registered is bound to be positive 

since the more current the learning materials, prompt marking of assignments and 

relevance of the course being pursued, the more the number of students to be 

registered as a result of the satisfaction derived from such services. However, this 

ftnding suggests that learners are not concerned with the currency of learning 

materials, prompt marking of their assignments and relevancy of the course so long 

as it guarantees them job promotion once they complete the programme. 

5.3.3 Responsivene and Growth 

The third objective was to determine the relationship between responsiveness of a 

degree programme and its growth. This study utilized clarity of course objectives 

flexibility and customization of programme to individual needs teaching 

excellence, support staff responsiveness in offering services and constructive 

feedback on assignments. The findings showed that responsiveness was ranked the 

most important quality dimension valued by students in the provision of distance 

education programme. The respondents found this dimension as producing the 

lowest gap on the perceived-expected service scale. This was reinforced by the 

high percentage of respondents who observed that the clarity of objectives as well 

as the flex ibility of the programme structure v as good. imilarly. the l1 - g or 

teaching 1ethod were found to be excellent. The responsiveness of staff to 

student enquiries as well as the constructiveness of the feedback on assignments 

were rated as good. 
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Pa t studies have also found that these quality indicators provide satisfaction to 

students. For instance, constructive and positi e feedback (St. Pierre and Olsen 

1989), course management, quality of instruction and promptness of material 

delivery (Biner, et al 1994), quality of instruction (Pamela, 2006) course structure 

( haney 2007), course design and content delivery (Myers, 2008), feedback on 

coursework (Hirner, 2008) and support services, feedback and understanding 

customer (Bell 2003). 

The study had sought to answer the question of~ hether there was a relationship 

between reliabiUty and growth of distance education programme. It was postulated 

that there is no significant relationship between the perceived reliability 

dimensions and the growth of the External Degree Programme. The results showed 

that there was a positive relationship between the clarity of objectives and 

constructive feedback and growth. However, there was a negative relationship 

between the responsiveness dimension quality indicators of flexibility of the 

programme teaching excellence and support staff responsi eness to student 

enquiries and the growth pattern. Theoretically if there is no teaching excellence 

inflexible programme and unresponsive support staff to student enquiries or 

problems, there should be fewer students to be registered in such an educational 

programme, fewer regional centres to offer support services and fewer resident 

lecturers to be employed. Similarly the positi e relationship between clarity of 

objectives and constructive feedback indicates 'that the more 11 - variables ar to 

b found in a programme, th more the number f tudent , regional centre and 

resident lecturers employed to offer support services to the increa ed student 

population. The relationship was weak implying that the responsiveness 
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dimension did not bring about any significant chang to the number qf students 

registered in a programme. This finding does not support the theory that the quality 

dimension has a strong bearing on growth of a distance education programme. This 

may be attributed to the fact that since the course objecti es are clear and feedback 

is constructive, these may ease the course for the learner who may then opt to 

remain in the programme. 

5.3.4 Assurance and Growth 

Objective four sought to establish the relationship between assurance dimension of 

an external degree programme and its growth. The assurance dimension was 

ranked the third most important dimension that contributed to the quality of an 

external degree programme. Respondents assessed this dimension as one of the 

dimensions producing a high perceived-expected service gap with a p-value of 

0.113 at the 95% significance level. The factors that contributed to the huge gap 

were the course structure and the extent to which the learning materials were up

to-date. 

Three hypotheses had been generated to determine the relationship between the 

assurance dimension and each of the items constituting growth namely: the number 

of students registered in the degree programme, the number of regional support 

centr s and the numb r o re 1dent I cturer emp ' J to after services to the 

students at the regional centres. Th hyporhesis tested was that there was no 

significant relationship between assurance dimension and the growth of the 

External Degree Programme. The results showed that there was a negative 
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relationship bet ween the number of student r gistered and each of the components 

of the assuranc dimension . However, there wa a positive relationship between 

the components of assurance dimension and the growth of the External Degree 

Programme. The findings also .produced a verj weak relationship between the 

assurance dimension and growth of the EDP. The findings meant that a 

programme's assurance quality dimension does not influence its growth. 

The possible explanation for the relationship between the number of students 

registered in the External Degree Programme and its growth components could be 

attributed to the fact that techniques used in the deli ery of content may not be 

good but learners may still opt to continue their studies on account of the benefits 

to be derived from acquiring the knowledge. Similarly, the course materials may 

not be easy to use and yet learners may choose not to discontinue with the 

programme since the benefits expected would be far greater than the cost of ~ 

dropping out. It is important to note that during the independent study, the student 

relies on the study materials, library, internet (where there is connectivity) as well 

as self- purchased text books. 

The knowledge of the staff is a key factor in the dissemination of knowledge. If 

students find that the staff lacks the competence necessary to teach them at a 

distance, they may not be willing to remain in the programme. Theoretically, the 

positive rei tionship bet\i 'een the number t • ... .; ional centres and the number of 

resident lecturers employed and each of the components of assurance dimension 

sounds plausible. The more the number of resident lecturers with appropriate 

knowledge and skills to teach in the External Degree Programme, the higher the 
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numb r of such 1 cturers emP.loyed t offer services at the regional centres. About 

68% of the tutor and resident lecturers were holder of rna er s degree with long 

teaching experience at the University. 

5.3.5 Empathy and rowth 

The fifth objective was stated to establish the relationship between empathy 

dimension and the growth of the External Degree Programme. The respondents did 

not consider this dimension as important in the provision of distance education at 

the University. Nevertheless, its perceived - expected performance gap was the 

lowest. The variables that contributed to the significantly low gap were courtesy of 

support staff: cost of the programme and ease of use of the course materials. 

A hypothesis had been formulated to establish whether there was any significant 

relationship between empathy dimension of the External Degree Programme and 

its growth. It had been hypothesized that there was no significant relationship 

between empathy and the growth of the External Degree Programme. The results 

showed that there as a negative relationship between the number of students 

registered and the courtesy of support staff, and individualized car~ and attention 

offered to students. However, the relationship between the number of students and 

out-of-class communication with tutor and the cost of the programme was positive. 

The student - teacher intera tion is - ~1 as the qualit_ indicator in the s stematic 

literature revie'v\. Indeed haney (2007) ob er eJ that '·many of the pedagogical 

benefits of teacher-student interaction especially those related to motivation are 

relevant in classroom-based and distance education". 
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The relation betwee!l the number of regional centres and the number of resident 

lecturer wa n.egati e for the out-of-class communication ith tutors. However 

the relationship ,. as po itive for courtes of support taff and the amount of care 

and support offered to distance· learners. The findings imply that the number of 

students registered in the External Degree Programme is likely to be fewer if staff 

is discourteous and do not offer personalized and individualized attention during 

guidance and counseling sessions. There is a possibil"ity that more students would 

join the External Degree Programme if out-of-class communication with the tutor 

is encouraged and the programme is made affordable to the wou ld-be students. 

Once access to the programme is increased, more regional centres are bound to be 

opened up and more resident lecturers would be employed to offer support services 

to the increased student numbers. Avai lable literature suggests that students are 

more concerned with out-of-class communication with tutors (Biner, et al, 1994), 

interaction with the instructor on a face-to-face basis (Miller eta~ 1993; Myers, 

2008) interaction with support staff (St. Pierre and Olsen, 1989· Tallman, 1994) 

and interpersonal behavior of faculty members (Pamela, 2006). 

5.3.6 Moderating i nfluence of External Environmental Factors 

The last objecti e was to determine the relationship between moderating effect of 

environmental factors and growth of the External Degree Programme. The 

variables used were·the tor- nagernent s de ire t tap the opportunity of distanc 

education programme needs of the consumers (market needs) positive attitude of 

the managers of distance education towards the programme and competition in the 

market. 
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The question intended to d termine hether there as any ignificant relationship 

between the en ironmental factors and growth of the programme. The Chi-square 

test was utilized to examine the hypothesis that there was no significant 

relationship between the external environmental factors and growth of the distance 

education programme at the University. he result was that there is a significant 

relation hip between the moderating variables and the growth of EDP. 

One ofthe reason for the relationship is thai the External Degree Programme has 

emerged as the alternative mode to offer higher degrees at the University. Indeed · 

the top managers have adopted this mode of study in order to supplement their 

salaries and incomes. In addition, distance education has been employed to tap the 

large pool of people who have not been able to learn on a full-time basis. 

Another explanation for this relationship could be associated with the needs of the 

consumers. Many of the students registered in the External Degree Programme are 

those already employed. Such persons would not wish to leave employment yet 

they require to be promoted in their places of work. Distance education remains 

the only ahemative to help them achieve their goal. 

Another possible explanation for the relationship between growth and 

environmental factors (such as the positive attitude of managers of DE) would be 

that it offer the _ agers the kind of flexibility that allm s them to purstJe other 

academic activities such as attendance of confl renee and work hops either locally 

or globally. In addition, the E ternal egree Programme is often considered as a 

source of funds with ' hich to run the Un iver ity' activities. 
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.3.7 ontribution to Kno' I dge 

Past studies have identified that students appreciate tangibles of a programme. For 

instance the works of Bell (2003) showed that the critical factor in a distance 

education programme were phy ical faciliLi s course materials and per onal 

presentation of staff. This study ha demonstrated that learners consider the 

dimensions ofresponsiveness and reliability as the most important in the External 

Degree Programme. The perceived dimension of tangibles does not seem to 

influence growth in a distance education programme in the School of Continuing 

and Distance Education contrary to empirical findings. 

Another important contribution of this study is that the e pansion strategy is not 

related to any of the dimensions of the External Degree Programme. This is 

contrary to theoretical reasoning in that it would be expected that growth of a 

degree programme would be judged by its quality dimensions. The findings 

therefore suggest that distance learners are not influenced by the quality of 

distance learning programme. This could be associated with the motivation of 

distance learners. A study by Nolot's (20 I l) on motivation of distance learners 

found that professional advancement was the most motivational orientation for 

participation in distance education by graduate students. 

Finally, · - tudy has also contributed Lo knowled ge on the 1alitv dimens i0n 

indicators that are sp ific to di tance education programme in higher education 

as demonstrated by the University of Nairobi s External Degree Programme. The 
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Programme is offi red through limited face-to-face tutorial and independent tudy. 

Thi is u eful information in a developing country. 

5.3:8 Policy and Practical Implication to Distan e ducation Manager 

The ftndings of this study have several policy and practical implications to 

distance education managers in a number of ways. An understanding of the 

ariables that affect tudent satisfaction with a distance learning programme can 

lead to significant programme improvements. Empirical data on student 

satisfaction has shown that student are satisfied with responsi eness and 

reliability dimensions in the External Degree Programme. This is useful 

information to the managers of distance education in several ways. 

First, improving on the dissatisfiers~ (such as study materials and learning 

facilities teaching/learning aids) and strengthening the satisfiers may lead to lower 

student attrition. orne of the factors that should be strengthened include feedback 

on assignments course relevance course flexibility, learning/teaching methods 

and so on. Satisfied learners may be less likely to ithdraw for non academjc 

reasons. Secondly strengthening the satisfiers may lead to the realization of 

greater number of referrals from enrolled students. Satisfied students are more 

likely to refer distance learning programmes to family members and friends. 

_ ally, there j al o gr~ater commitment to a di tanc learning education 

programme. ' atisfied stud ms are m re likely to enroll in another distance 

learning course and/or complete their chosen programme of study. 
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The other practical implication of the study is thaL manager of distance education 

should be conscious of the top management' s desire to tap the opportunities of 

distance education programme when making trategic decisions in the provision of 

distance education programmes. This becomes important since the top 

management is the policy making organ of the University. As such the top 

management may pre cribe what ought to be done by any of its functional 

departments in order to be competiti e. 

5.4 Conclu ions 

This study tested the conceptual model on the relationship between perceived 

quality dimensions of an External Degree Programme and its growth factors. The 

data was collected from a cross-section of students, tutors and resident lecturers . 

. 
The results showed that the f!lOSt important quality dimensions in the external 

degree programme stated by students include responsiveness and reliability. The 

fmdings revealed that there is a weak relationship between all the quality 

dimensions and the growth measures such as the number of students registered in 

the programme, the number of resident lecturers employed to offer support 

services and the number of regional study centres that have been established. The 

results do not lend themselves to theory since the dimensions of a programme are 

considered as key factors in its growth. 

1 he study al o stablished that there was a significant relationship between the 

growth of EDP and the external environmental factors. The factors were the top 

management s desire to tap the opportunity of distance education, the needs of the 
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market, the ani rude of the manager of DE programmes and the competition in the 

disrance education market. 

It is therefore clear that the relationship bet'i een perceived quality dimensions and 

growth in distance education does not fit perfectly well in existing theoretical 

considerations. This is partly due to the powerful influence of external 

environmental factors. It is also possibly due to the overwhelming desire of 

distance learners to obtain a qualification which will enhance their chances for 

upward mobility in their places of work. 

5.5 Recommendations 

The purpose of this study was to determine the relationship between perceived 

quality dimensions of the External Degree Programme and its growth. Although 

the measures for the characteristics of effective quality dimensions have not been 

de eloped this study has made a step towards establishing measurement scales for 

future research. This study has made use of the various indicators for a distance 

education prgramme offered through face-to-face tutorials and independent study 

as well as those used for the web-based programme in higher education. The 

results are of important practical value to managers of distance education at higher 

institutions for evaluation of growth of distance education programmes. 

The evid nee presented by the data implies that ther is no significant relationship 

between a programme s quality dimensions and its growth. This has implications 

to managers of distance education. The managers of distance education realize 
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increased student numb rs irrespective of the quality dimension of the 

programme. Arising from these findings this study offers the following 

r commendations. 

First, the education regulatory body(ies) and education managers of distance 

educati n should not rake increased enrolments as evidence of quality of a 

programme as this can happen even when there is insufficient learning materials 

and insufficient lear-ning aids. 

Secondly the regulatory bodies and education managers also note that increased 

enrolments in distance education programmes may be realized as long as the 

institution has sufficient support staff and lecturers. It is important tq consider 

learning materia ls as perceptions of inadequate study materials seemed to cause 

dissatisfacti~n among learners as demonstrated in this study. 

Thirdly, institutions of higher learning should take cognizance of prompt marking 

of assignments and currency of learning materials. The findings from the study 

have shown that there is a weak positive relationship between the numbers of 

students enrolled in the distance education programme and the two indicators. 

Fourthly distance education programme providers shou ld ensure that the course 

objective are clearly speh ut programme i made as fle ·ible a ossible and the 

staff is responsible to student enquiries. Th study has established that there is a 

positive relationship between these responsiveness quality dimension variables an~ 

the growth indicators. 
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Fifthly the stud has found out that there i a pos iti e ' eak r lationship between 

the as urance dimension and the number of stud nt regi tered in the temal 

Degree Progr mme. ft is therefore re ommended that managers of distance 

education programmes should ensure that appropriate teaching techniques are 

utilized. It is also important to ensure that the course materials are made easy for 

students to use. This may encourage more students to be enrolled and thereby 

ncce sitate the establishment of more regional centres and resident lecturers to 

cater for the increased student numbers. 

The sixth recommendation is that out - of - class communication with tutors 

should be encouraged. In addition staff courtesy and support as well as the caring 

and individualized attention paid to students in solving their academic and personal 

problems is important in distance education programmes. Although the 

relationship between these variables and the empathy dimension was weak, it was 

positive. 

Finally the findings of this study have shown that growth in distance education 

programmes is determined by external environmental factors. Thus, market needs, 

attitudes of managers of DE tO\ ards ri k as well as the top managers willingness 

to adopt distance education programmes should be considered in the growth 

strategies of such programmes. 
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-.6 ugge lion for • urther ar h 

Although the objecti es of this study were achieved, several areas requir further 

investigation. First a study should be planned to determine the Bachelor of 

Education degree students initial moti ation to take a distance education 

programme. While the results of this study have expanded the kno ledge that 

disrance learners are not influenced by the perceived quality dimensions, it is 

important to find out what motivates learners to pursue a distance education 

programme, for example, professional advancement, the need to ensure their jobs 

are safe and so on. 

Secondly it is necessary to carry out a study to exarnipe the correlation between 

the actual quality dimension and perceived quality dimensions since the two 

. 
variables may be at variance. The findings have shown that there is no significant 

relationship between most quality dimensions of a degree programme and its 

growth strategy. A study relating actual quality dimensions and growth strategy 

should therefore be conducted to show whether the results support the findings of 

this study. An explanation would then be sought to determine the factors that 

motivate a student to choose to Jearn at a distance in an institution of higher 

learning that scores poorly on the quality dimensions. 

Finally the benchmarks used in this studv did not . pell out U1e effectivenes ofth 

characteri ti cs pos ·e cd by th External Degre Programme. For example, the 

programme was said to be characterized by support staff respons~veness to student 

enquiries. This benchmark statement does not spell out clearly what characterizes 
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cffecti ve support staff. It may be n cessary to carry out a tud to identify the 

characteristics of support staff as ociatcd with responsiveness at different levels of 

performance either quantitatively or qualitatively in a di tance ducation 

programme. 
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APP 

Appendix : Letter toRe pondent 

Dear Respondent 

I am a grad.uate student in the chool of ontinuing and Distance Education, 

Universit of airobi. In fulfiliment of the requirementS for a degree of Doctor of 

Philosophy I am conducting a study titled 'The Relationship between Perceived 

Quality Dimensions and Growth Strategy: The Case of External Degree 

Programme of the niver ity ofNairobi Kenya". 

You have been selected to participate in the study. I am therefore requesting you 

to kindly help by completing the questionnaire attached to the best of your 

knowledge. The information sought is for academic purpose only and your 

responses will be treated in strict confidence and in no instance will your name be 

disclosed to a third party or appear in the finalJeport. 

The questionnaires are in three parts: B C and D. Appendix B is for students while 

Appendices C and D are for Resident Lecturers and Tutors and managers of 

distance education respectively. Thus if you are a student, complete Appendix B. 

For Resident lecturers and tutors you should complete appendices C and for 

managers of distance education you should complete appendix D. 

Your co-operation is highly appreciated. 

Thank you very much 

Olll - Jy. 

Peter K. Nzuki, 
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ppcndix B: Questionnaire for Di tant Learner 

For ea h of the following que tion , please choose the right answer by placing a 

~ick in the correct box or as appropriate. 

L Listed below are quality dimensions that distance education programmes should 

posses. Please rate in the order of importance the dimensions that you think the 

Bachelor of Education by distance learning possesses (where 5 = most important, 1 

= least important) 

Reliability 

Tangibles 

Responsiveness 

Assurance 

Empathy 

2. On a scale of 1 0 - I 00 please rate the performance of each of the following 

Bachelor of Education ·degree programme quality dimension against your 

expectations ( where I 0= poor, I OO=Excellent) 

(_)u.tl i y I I 0 ! J() I 30 ·10 1 Yl ' 0 1 70 g() I C)O 100 

Dimension 1 

Reliability 
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1 Tangibles 

Responsi enes 

A surance 

Empathy 

3. How adequate are the following in the provisjon of Bachelor of education 

programme at the Uni ersity of airobi? (Scoring is Highly adequate = 5, 

Adequate= 4, Neither = 3 Inadequate = 2 and Highly inadequate = 1) 

Neither 

Item Highly Adequate( 4) adequate nor Inadequate Highly 

adequate(5) inadequate (2) inadequate 

(3) (I) 

• 
Study Units 

~ 

Availability 

of learning 

facilities 

Learning 

aids e.g. 

computers 

cassettes 

r- .. , - --
~upp rt statl 

J 
Le turcr j 
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4. Ho,: responsi e is the upport staff in provid ing er ices during residential 

sessions? 

Highly Responsive Neither lrresponsive Highly 

responsive responsi e nor irresponsive 

irresponsive 

5 4 3 2 1 

5. To what extent is the support staff courteous when dealing with your academic 

problems? 

. 
Highly Courteous Neither Discourteous Highly 

~ 

courteous courteous nor discourteous 

discourteous 

5 4 3 2 1 

6. In your opinion does academic staff possess sufficient knowledge in providing 

services to convey trust and confidence? 

0 l pinion L 

7. To what extent does support staff convey a caring individualized attention in 

solving your problems at Residential essions? 
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Very caring C· ring Neither caring Uncaring V cry uncaring 

nor uncaring 

5 4 3 2 I 

8. In your opinion does the teaching staff possess sufficient knowledge to deal 

with you as a distance education learner? 

Yes 0 No 0 o opinion 0 

9. For each of the following statements, plea e indicate the extent to which you 

agree that the Uni ersity of airobi's Bachelor of Education (External degree 

programme) possesses the feature described by each statement. Place a tick against 

your choice 

Statement 

There is prompt 

marking of 

assignments 

r'edba;h. on 

assignments is 

constructive 

Course materials 

·strongly Agree 

agree 

(5) (4) 
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Neither Disagree Highly 

agree nor disagree 

disagree 

(3) (2) (1) 

-

-· 

-
I 



are easy to use 

Course 

objectives are 
. 

clear 

Distance 

education 

program offers 

status or 

advancement 

outcomes 

DE program 

offers increased 

links to job 

' ,Promotions/hires 

Techniques us d 

in teaching are 

appropriate 

Learning 

materials are up-

to-date 

There is 

ieac111n~ I 
excellence 

I 
The course is -
flexible and 
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cusromized to 

individual need 

The course is 

rele ant 

I 0. How costly is the Bachelor of ducation (Arts) d gree program? 

Extremely Expensive Neither Inexpensive Extremely 

expensive expensive nor inexpensive 

inexpensive 

(I) (2) (3) (4) (5) 

I L To what extent do you think is the performance of University of Nairobi with 

respect to the folio ing: 

Neither 

Very good Good good nor Poor Very poor 

poor 

(5) (4) (3) (2) (1) 

Capacity to 

serve s tudents 

admitted 

- _____ ,_ __ 
[<.JU ti ll I 

deli ery syst m 

Comm unication -
techniques used 
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I upport I 
service 

12. In your opinion, hat is the degr e of competition in the pro ision of distance 

education in Kenya? 

Extremely Competitive Neither Uncompetiti e Extreme:ly 

competitive (High) competitive nor (Low) Uncompetitive 

(Extremely uncompetitive (Extremely 

high) (High or low) low) 

(1) (2) (3) (4) (5) 

13. Indicate your le el of sa tisfaction with the provision of Bachelor of 

Education degree program at the University of airobi 

Extremely Satisfied Neither Dissatisfied Extremely 

satisfied satisfied nor dissatisfied 

dissatisfied 

(5) (4) (3) (2) (1) 

l_ 

I 
I 

I --- - I 1 

14. If you r answer to Q. 14 is satisfied or extrem_ely satisfied, state the areas of 

satisfaction from the following: 
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Cour e management 

Up-to-date learning material 

Per onnel at Residential Sessions 

Promptness of study material delivery 

Instructor/tutor 

The quality of instruction 

Out-of-class communication with a tutor 

0 

0 

0 

0 

0 

Convenience of program 0 

_ Course tructure (Period ofResidential Sessions) 0 

Program Duration (i.e. 4- year program) 

Any other (please specify) 

0 

0 ----------

15. If your answer to Question 14 is dissatisfied or extremely dissatisfied state the 

areas of dissatisfaction among the following 

Conflict with work 

Feelings of isolation 

Lack of support services 

Inaccessible resources/educational materials 

Tutors experience to teach at a distance 

Period to complete programme 

Any other (please specify) 

0 

0 

0 

0 

0 

0 

[J -------------------

16. Would you rec mrn nd .1 tr-..:agu to moll in thL B ·hl. t r of hlu~ation 

degree programme Yes No No Opinion 0 
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17. Would you enroll for another programme offered at a distance ar the 

University of airobi? Yes o 0 Undecided 0 

18. What recommendation would you offer to the University of airobi with 

respect to your opinion on service delivery in the Bachelor of Education degree 

program? 

Would recommend that the University e pands the programme 0 

The Uni ersity should not spend its resources in the programme 0 

The University should cut down its expenses on the programme 0 

Would recommend that the University maintain the status quo (do nothing to the 

program). 0 

19. Gender: Female 0 MaleO 

20. Study Centre: Kakamega 0 Kisumu 0 Mombasa 0 Nairobi 0 Nakuru 

o Nyeri o 

21. Were you em played by the rime you registered for the programme? 

Yes o No o 

22. Indicate the year of study 2nd Year 0 

Thank ou v ry much f r our cooperation. 
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pp ndi · : Qu ti nnairc for e id nt L ctur r and Tutor 

I. Pr ided below are qualit indicator of a di tance ducation programme. 

Tndica.te by a tick (-./) the extent to which the statement meets the criterion. Scoring 

is l = Fails to meet criterion, 2=Unsatisfactory 3= Satisfactory 4= Good, and 5 = 

Excellent. 

Quality Indicator Excellent Good Satisfactory Unsatisfactory Fails to 
meet 
criterion 

(a) Ta ngibles 
Residential session 
faci I itators/support 
staff are adequate 

The University 
employs sufficient 
staff to coordinate 
and· supervise the 
various activities of 
the distance 
education 
programme 

The distance 
education 
programme has 
sufficient qualified 
academic staff 

Library services are 
accessible to learners 

Adequate 
administrative 

I :... tpp1lll I gin:n t ' 

1 •rs t \.ll..tl ~ t' \,.! -
to provide individual 
academic support for 
learners -
The choice of media 
and the technology -
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lO b used I 

appropriately 
integrated tn the 
course 

Teaching aids -
computers cassette 
are adequate 

Study materials are 
adequate 

Learning facilities 
are adequate 

Tutors are sufficient 

(b) Reliability 
Learning materials 
are up-to-date 

There is a specified 
procedure to receive 
and record return of 
marked assignments 
to learners 

The specific time 

frame to return 
assignments allows 
learners to benefit 

from formati e 
feedback 

There is prompt 
marking of 
assignments 

Course content is up-
to-date and reflects 

market demands 

There is a range of 
assessment tasks and 

methods for 
validating learning 

I I .. 
I _j_ I 

I ({ ·.J Ill ;, Cfll:" \ 
---

The programme 

stated objectives 

focus on the needs of 

the learners and 

market -
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The programme 
structure is flexible 

and allows for and 

encourages lateral 
entry and exit that 

leads to progression 
to higher le els 

The programme 

provide sufficient 
flexibility for Ieamer 

choices m the 
courses 

Teaching/learning 

methods are 
consciously planned 

m view of the 

different learner 

abilities and needs 

Support staff are 

responsive to student 

enquiries 

Assessment results 

are recorded securely 

and reliably and 

made a ailable to 
learners 

{d) Assurance 
The academic staff 

possess appropriate 

qualifications skills 

and expertise related 

to Open and 

Distance Learning 

The administrati e 

(support) staff 

possess . appropriate 

c- 1 iticati )n ·f·i I 
I J . . . I 

~ T ru · · rc tlL\' 

to Open and 

Distance 

The 

strategies 

programme 

arning 

teaching 

of the 

are 
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-· tructured to 
facilitate the 
achievement of the 
intended learning 
outcomes 

The University 
provide support to 
learners through . 
appropriately 
qualified staff 

The University 
ensures that the . 
administrative 

(supp?rt) staff 
employed have the 
relevant skills and 
experience to deal 
with the learners and 
academic staff 

The University 
employs sufficient 
qualified and 

experienced support 

staff to support the 

deli ery of 
programme to 

.learners 

The University 

provides training at 

regular intervals to 

improve the skills 

and knowledge of 

support staff 

Induction and 

orientation training 

. programmes are 

conducted for tl "I TS -he!; r til'' 

ommcncement or 
cour es 

There IS a 

mechanism for 

monitoring the 
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performan e of 
tutors ~hi h informs 
future training 
programmes 

J nstructional 
materials are -
reviewed e ery fi e 
years to en ure they 
meet programme 
standards 

(e) Empathy 

The University -has 
formal and informal 

-mechanisms in place 
to obtain feedback 
from learners . 
Clear channels of 
communication are 
established between 
learners and the 
tutors involved in the 
teaching of the 
programme 

Teacher and learner 
interaction IS 

facilitated through 
formal contact 
sessions and tutor 
feedback on 
assignments 

The University uses 
available technology 
(e.g. email mobile 
phones, internet) to 
communicate with 
learners on a 

I -onti ntt~t.:_a. i - ---
C )llf"\! nnt i.1.s . ' 

easy to use 

The University 
obtains regular 
feedback from tutors 

on the course -
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material with 
reti renee to lheir 
user friendliness and 
appropriateness 
Leamer have access 
to the tutor through 
a variety of media 
The University 
identifie and I · 

responds to learners 
with specific 
learnjng difficulties 
The University 
provides services in 
multiple formats to 
meet learners' needs 
The support staff 
offer services with 
courtesy 

Academic and 
personal counseling 
is provided to the 
learners 

The cost of the 
programme is 
affordable to the 
learners 

2. Do you think the University has the capacity to serve students admitted to a 

degree offered by distance learning? Yes_ No_ No Opinion __ 

3. If your answer is 'No what institutional structures would you propose to be 

established? 

. In ·;ot r 1iniun. i: th..:' .. i .:rsit~ · llll tnit' .s1g :.Lilli ·iem fum. · .J lt t • 1 icn 

ofthe External D gree Programme? t: 0 to opinion __ 
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. \! hat recommendation ould ) ou offer the ni er_ity with res peer to the 

External Degre Programm . You sh uld not tick (V) more than one 

recommendat ion 

The Uni er ity should expand the programme to accommodate more students ( ) 

University shou ld not spend its resources on the programme ( ) 

University should cut down its expenses on the programme ( ) 

University should do nothing to the programme (maintain status quo) ( ) 

Thank you for taking your time to re pond to the questions. 

Appendix D: Questionnaire for Managers ofDi tance Education Programme 

1. Provided below are the quality jodicators for a distance education programme. 

Indicate by a tick (v) the extent to which you agree/disagree with the statement. 

Scoring is Strongly agree= 5, Agree = 4 either agree nor disagree =3, Disagree 

= 2 Strongly disagree = I 

Quality Dimension Strongly Agree Neither Disagree Strongly 
agree 

- -- -
R • tJ ltlial 
es ion 

facilitators/support 
staff are adequate 

The distance 

-
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agree 

nor 
u;· .. t 

disagree 

r ----,~-~- --



edu ation . 
programme has 
sufficient qualified 
academic staff 
Teaching aids -
computers, 
cassettes are 
adequate 
Study materials are 
adequate 
Learning facilities 
are adequate 

(b) Reliability 
Learning materials 
are up-to-date 
There is a 
specified 
procedure to 
receive and record 
return of marked 
assignments to 
learners 

The specific time 
frame to return 
assignments allows 
learners to benefit 
from formati e 
feedback 

Course content is 
up-to-date and 
reflects market 
demands 

(c) Responsiveness 
The programme's 
stated objectives 
focus on the needs 

"• h' -' ~r· .... rs '-1' 
• I -

1 .... I 

Th· programm 
tructure i flexible! 

and allows for and 
encourages lateral 
entry_ and exit that 
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leads to 

pr gres ion to 
high r levels 
The programme 
pro ide ufficient 
tle ·ibility for 
learner choices tn 

the courses 
Teaching/learning 
methods are 
consciously . 
planned in view of 
the different 
Ieamer abilities 
and needs 
Support staff are 
responsi e to 
student enquiries 

Assessment results 
are recorded 
securely and 
reliably and made 
available to 

learners -
(d) Assurance 
The academic staff 
possess 
appropriate 
qualifications 
skills and expertise 
related to Open 
and Distance 
Learning 

The administrati e 
(support) staff 
possess 
a• ' • riat - I -
I 'ili~a: 111 • 

·kills and expertise 
related to Open 
and Distance 
Learning 

The University 
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employs suft;lci nt 
qualified and 
experienced 
support staff to 
support the 
deli ery of 
programme to 
learners 

The University 
provides training at 
regular intervals to 
improve the skill 
and knowledge of 
support staff 

Induction and 
orientation training 
programmes are 
conducted for 
tutors before the 
commencement of 
courses 

There is a 
mechanism for 
monitoring the ~ 

performance of 
tutors which 
informs future 
training 
programmes 

Instructional. 
materials are easy 
to use 

(e) Empathy 
The Univer ity has 
formal and 
informal 
111 c hani m Ill -'113,. to olw 
teedba ·k from 
learners 

Clear channels of 
communication are 
established 
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~--------~----~-------.------~------~-------r----·----betwe n learners 
and the tutors 
-invol ed In the 
teaching of the 
programme 
Teacher 
learner 
is 
through 

and 
interaction 
facilitated 

formal 
contact sessions 
and tutor feedback 
on assignments 

The University 
uses available 
technology (e.g. 
email mobile 
phones, internet) to 
communicate with 
learners on a 
continuous basis 
The University 
obtains regular 
feedback from 
tutors on the 
course materials 
with reference to 
their user 
friendliness and 
appropriateness 

Learners have 
access to the tutors 
through a variety 
of media. 

The University 
identifies and 
respond 
learner 

pt.: :j fi . 

d1Jticulties 

to 
\ ith 

- lin~ I 

The Univer ity 
provides services 
in multiple formats 
to meet learners 

-
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· -
need 

The support staff 
offer ser ices with 
courtesy 
Academic and 
personal 
counseling is 
provided to the 
learners 

The cost of the 
programme is 
affordable lo the 
learners 

2. The Univer ity is expanding the External Degree Programme. indicate by 

placing a tick (-Y) on the cause of the expansion strategy. You may choose more 

than one cause. 

Top Management's desire to tap the opportunity of distance education programme 

( ) 

eeds of the consumers (market needs) ( ) 

Positive attitude of the managers of distance education towards the programme( ) 

Competition in the provision of distance education courses ( ) 

3. What is the total number of students enrolled in the External degree programme 

per year? 

Less than 500 

501 - 700 

901 - II 00 

Over 1100 

( ) 

( 

) 

( ) 
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4. What is the current number of Regional Centres to otTer support staf . 

Less than 3 

3-5 

6-9 · 

More than 9 

. 

( ) 

( ) 

( 

( ) 

5. What is the current number of support staff involved in the provision of support 

services to learners/tutors? 

Less than 10 ( ) 

11- 19 ( ) 

20-29 ( ) 

30-39 ( ) 

More than 40 ( ) 

6. What is the total number of teaching staff (tutors) involved in the Distance 

Education Prgramme? 

Less than SO ( ) 

51- 100 ( ) 

101-150 ( ) 

151 -200 ) 

0 er 200 ( ) 

7. How much cxpenditur do you incur on llr.: marketing (promotion) of the 

External Degree Programme per year? 

Less than Kshs 500,000 ( ) 
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K hs ·oo,OOI - 1 000,000 ( ) 

K hs I 000 00 I - 2,500.000 ( ) 

0 er 2,000.000 ( ) 

8. What r commendation would you offer to the Uni ersity s top management 

with regard to the External Degree programme? 

Continue expanding the programme ( 

Should not spend· resources on the programme ( ) 

Cut down its expenditure on the programme ( ) 

Maintajn the status quo (do nothing to the programme) ( ) 

Thank you very much for taking your time to an v er the que tion . 

Appendix E: Observation cbedule 

The following checklist was used to evaluate the perceived quality dimension 

indicators at the Residential essions and Regional Support Centres. 

1. Tangibles 

Adequacy of teaching aid such as computers cassettes. 
Study materials- how adequate they were vis- a -vis the number of students 
enrolled. 

Learning facilities 
A vailabi I ity of library faci I ities at the regions 

..., I' 

'urn .. acy o1 learning m:nerial 

ourse ont nl r Je anc) 

Prompt marking of assignments against time period provided for their 

return 
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3. Re ponsivcne s 
Teaching/learning methods 

Support staff responsiveness 

4. Empathy 

Ease of course materials 

Courtesy of support staff 

Co t of the programme 
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Appendi F: Ta r g t .P pulati n 

(a) tudent 

Number of Studen ts in Each 
tud ' entre 

Year of em ester Gender Kakamega Ki omu lombasa airobi Nakuru N eri 
Study of Study 
2"" 1 Females 21 37 14 68 11 51 

Males 15 44 22 37 27 12 
2 Females 39 99 24 93 28 48 

Males 75 244 41 97 54 49 
3,., 1 Females 28 86 16 93 12 55 

Males 49 175 39 76 31 so 
2 Females 15 56 06 63 24 32 

Males 44 117 22 82 19 36 
Total 286 452 184 575 206 333 

(b) Lecturer and ubject Coordinator 

Lecturers I Number 

Education: 

Psychology 1 9 

Educational Foundations 14 

Planning Admin and Curriculum 16 

Educational Comm. and Tech I 0 

Languages and Linguistics 08 

nglish Literature 09 

I History 0 

I Kiswahili 08 

21 1 



Geography 12 

Religious tudies 06 

Economics 04 

Mathematics 05 

ubject Coordinators 13 

Total 1140 

(c) Re ident Lecturer 10 

2 12 



Appendix eliability · e t 

(a) L cturers' and Resident Lecturers uestionnaire Reliability 

Cronbach' Alpha Part I Value 

ofltems 
Part 2 Value 

ofltems 
Total N of Items 

Correlation Between Forms 
Spearman-Brown Equal Length 
Coefficient Unequal Length 
Guttman Split-Half Coefficient 

(b) Students' Questionnaire Reliability 

Cronbach's Alpha Part 1 Value 

ofltems 
Part 2 Value 

of Items· 
Total 1 ofJtems 

Correlation B tween Forms 
Spearman-Brown Equal Length 
Coefficient Unequal Length 
Guttman Split-Half Coefficient 
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.928 
l23a 
.948 
22b 

45 
.828 
.906 
.906 
.894 

.621 
13a 

.619 
13b 

~6 
.556 
.715 
.715 
.709 


