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ABSTRACT

This study explores the relationship between legasopport services and retention of students in
distance education programmes. The objectiveseottirdy was to find out the extent to which
guidance and counseling, administrative suppotirital support and mentoring influenced
students’ retention in distance education prograsnmenstitutions of higher learning in Kenya.
The study would be of paramount significance to iadstrators and students in distance
education programmes in that it would assist thendeéntifying support services that are most
important for students’ satisfaction so as to iaseeretention in their programmes. Relevant
literature was reviewed on various learner supgervices that could be offered in distance
education programmes. The study used descriptseareh design. The target population for the
study was the 360 accessible ODL students of KEMEru Campus. The study used a sample
size of 20%, which interpreted to 72 respondentstiBed simple random sampling technique
was used to select respondents depending on thesecdevel. Data was collected using
structured questionnaires, administered to theoredgnts to collect information using drop and
pick method. The data obtained was analyzed andnsuized using descriptive statistics. The
study found that although there was high studeet&ntion at the current course, characterized
by students being determined to continue pursirt completion of the academic degree within
the set period. The study established that guidamcecounseling highly influenced students
retention, administrative support moderately a#dcthe students’ retention, tutorial support
highly influenced the students’ retention and mantphighly influenced the students retention.
The study recommends that the higher institutiohdearning in Kenya should implement
various policies and procedures for distance legr@nd guidance and counseling programs,
which are run by professionals in guidance and selumy, feedback and involves all the
stakeholders. The study also recommends that megt@rogrammes be institutionalized.
Institutions of higher learning should put in plaoeentoring programmes that are highly
participative for learners, collaborative and teahance team work among learners and mentors.
Mentors should be trained to equip them with skKisowledge and professionalism. The study
also recommends that institutions of higher leagrshould ensure that there are effective face to
face tutorials to supplement the instructional make provided to distance learners. On
suggestions for further studghe study found out that provision of learner supjo distance
learning, encouraged the students to continue pigs0DL until completion of the academic
degree course within the set period. So, anothatysshould be conducted to establish what
encourages students to continue to the next acadewel. The study found out that learner
support services such as guidance and counselimgnestrative support, tutorial support and
mentoring influence students’ retention in distaedeication programmes. Nevertheless, there
could be other factors that influence studentsnt&ie in distance education programmes, SO
other studies should be done to determine othdorfa@nd how they influence retention in
distance education programmes. The study also meemus a repetition of the study after a
period of time to determine whether the same resutiuld be obtained.



TABLE OF CONTENTS

DECLARATION. ettt et e ettt e e e et et et e e e e e e eea e aaaaaaeeeeensa e eeeeennnnnaeaeas Ii
)] (O N N [ ]\ PRSP iii
ACKNOWLEDGEMENT ...t e et e e e et b a e e e e e e eaaa e e e v
TABLE OF CONTENTS L.ttt e e et ee e e e e e e e eena e e e e eennnnns vi
LIST OF FIGURES ... .ottt ettt e e e e e et e e e e e e eeeetb e e e e eennaaaaeeeeenes X
LIST OF TABLES ...ttt e e e et e e e nae e e e e e e eab e e e e aenennns Xi
ACRONYMS AND ABREVIATIONS ..ot n e e eneeeees Xii
CHAPTER ONE:INTRODUCTION ... .ottt e e seneeeeeeenenans 1
1.1Background tO the STUAY ...........oouutt et e e e e e e e e e e et eeeeeaeaans 1
1.2 Statement Of the Problem ............ e 4
1.3 PUrpOSE Of the STUAY .....ooiiiiiiii e e e et e e e e e e e e e e e e as 6
1.4 ODJeCtiVES Of the STUAY ......uuuiiiiiiiiieeeeee i e e e e e e e e e e e e e e 6
1.5 RESEAICH QUESTIONS .....ciiviiiiiiii s e e e et e e et e e et e e e et e e eata e eeeeaata e eeatneesstn e eesaneeesannns 6
1.6 Significance Of the STUAY .........oii i e e 6
1.7 Delimitations Of the STUAY .........ooiiimmm e e e e e e e e e et eeeeaaaaas 7
1.8 Limitations Of the STUAY........uuuiiiiii e 7
1.9 ASSUMPLIONS OF The STUAY .....vveiiiiiit i sttt a e e e e e e e e e e 7
1.10 Definition of Significant Terms Used in theu®y .............ccoooiiiiiiiii e, 8
1.11 Organization Of the STUAY ......ccooiiieee e e e e e eaaes 8
CHAPTER TWO:LITERATURE REVIEW ..ot 10
P2 I [ a1 (o To (3 Tod 1 o] o PP PP TP TRTPPPO 10
2.2 Retention of Students Distance Education Progras ..............coooeiiiiiiiiiiiiiieeeeeeeeeeeeeeen 10
2.3 Learner Support in Distance Education Prograsnme...........ccccuuviiiieeieeiiiniseee s commmme e 13
2.4 Learner Support Services in Distance Education...............ccccceeiiiiiiiiiiiii e 15

Vi



2.4.1 Guidance and Counseling and Retention OfEBMISd...............ccoovvriiiiiiiiiiiiiiiiceeeee e 15

2.4.2 Administrative Support and Retention of STUEE.............oooiiiiiiiiiiiiiie e 17
2.4.3 Tutorial Support and Retention Of StUAENLS............cuiiiiiiiiiiiiii e 18
2.4.4 Mentoring and Retention of STUAENTS ....cceeeiviiiiiiiii e 19
2.5 TheoretiCal FrameEWOIK ...........cuiiiiiieeeeiiiiiiei ettt e e e e e e e e e 20
2.6 CONCEPLUAL FrAMEWOIK .......uuuiiiiiiees e ettt et et e e e e e e e e e e e s s s e e e e ee e e e e s s e e eeebeeeneees 22
2.7 SUMMIATY .ottt ettt et ettt s oo e e e e e e et ettt e e ee e se e st s mmmmns s s s e e e e e e e e e e e e e e eeeennennnnn 24
CHAPTER THREE:RESEARCH METHODOLOGY ....cciiiiiiii e 26
G T I [ g (o To [FTox o o PP PP PP PTPPPPPON 26
3.2 RESEAICH DESION. ...ttt e e ettt e e e e e e e e et e e e et e e e e e e e e e e e e e e e a e 26
3.3Target POPUIALION .......coo i e e 26
3.4 Sampling techniques and SAMPIE SIZE .. eerriiiiee e 27
3.5 ReSEArCH INSIIUMENT......co it e e e e e e e 27
3.6 Validity Of the INStIUMENT.........oi e e e e e e eanes 28
3.7 InStrument REIADIITY .......uuuiiiiiiiie e 28
3.8 DAt PrOCESSING .. ..ciiiiiiiiiiiiittt ettt ettt ettt e e e e e e e e e e e e s s s s s s er e e ee e e e e e e e e e e e e e e s e nnnbbbbbbrennees 29
3.9 Dat@ ANAIYSIS ...t e 29
3.10 Operationalization of Variables ... 31
CHAPTER FOUR: DATA ANALYSIS, PRESENTATION AND INTER PRETATION ...... 33
vt R [ o1 (o o 18 ox 1o o HNUU PP PP P PR PP PP 33
4.2 RESPONSE RALE ...t ettt e e e et ettt ettt e e e e ene e e e e e e ee bbb n e e e e e e e e e eeeeees 33
4.3 Respondents’ DemOQGraPhiCS .............ooummmsseneeeeeeeuiineeeesesiieeeeseesssaesaeeseesssaeesseennnnn 34
R Tt B €T [0 [ PP P PP PPPPPPPRPPP 34
4.3.2 RESPONUENTS AQE ...uiiiiiiiiiiiiieieeieeeeeeessee e et eeee et e aeeeeeaeeaaaaaaaaa b b berereeeeeeeeaeeessaaaaanannnnennees 34
4.3.3. Highest Level of EQUCALION .........oooeeiiei e 35

vii



4.3.4. Period have been in EMPIOYMENT ... o eeeeieiiaeeeeeeee e e e e 35

4.3.5 Highest Qualification that the Respondenteftained through ODL................oooeee 36

4.4 Student Retention in Distance Education Progragn............ccccceeeiieevieiiiiiie e s eevceeeeeee e 37
4.5 Guidance and Counseling and Student RetentiQn.............ccccuviiiiiiiiiiiiii e ceeeeeee e 38
4.6 Administrative Support and Student Retention..............oovvvvvviiiiiiiiiiieee e eeere e 40
4.7 Analysis by Tutorial Support and Students REIEN...............eeeeiiiiiiiiiieiiii e 42
4.8 Mentoring and Student RETENTION ........u.ccee i e e e e e e eeeeeee e e e e e e e eeeeeeeennnnnes 44

CHAPTER FIVE:SUMMARY OF FINDINGS, DISCUSSIONS, CONC LUSION AND

RECOMMENDATION ...ttt e e e e et e e e e e e et e e e e e eeennasaa e e e e eeassnneeas 47
ST A [ o (o To (3 Tox 1 o] o PP PP PP 47
5.2 SUMMATY OF FINAINGS ....ctiiiiiiiiiiiiieieeee ettt e e e e eeaeeeeeeeas 47
5.2.1 Guidance and Counseling and Retention ofeBtiSd................cccvviieiiiiiiiiiii s eeeee e 47
5.2.2 Administrative Support and Student Retention..............ccoouiiiiiiiiiiiiis e 48
5.2.3 Tutorial Support and Retention of StUAENLS.............evviviiiiiiiiiie e 48
5.2.4 Mentoring and Retention of StUAENTS ....ccceeee i i 49
5.3 DiSCUSSIONS Of the STUAY .....ceeiiiiii e e e e e e e as 49
5.3.1 Learner Support and Student Retention inraDe# Education Programmes. .................. 0.5
5.3.2 Guidance and Counseling and Retention ofeBtiSd................cccvviiiieiiiiiiiis s eeeee e 50
5.3.3 Administrative Support and Student REtention..............ueceeriiiiieeeeeeeeeeeeeceeeeeeeeeeeeeeeeens 51
5.3.4 Tutorial Support and Retention of StUAENLS.............evvviiiiiiiiiiee e 51
5.3.5 Mentoring and Retention of StUAENtS ......cccoovviiiiiiiii e 51
5.4C0oNCIUSION Of the STUAY ... .coeiii e e e e e e e aanes 52
5.5Recommendations Of the STUAY ........... e e eeiiiiiiie e 52
5.6 Suggestions for FUtNEr STUAY .........ccoeeieiiiiiiiiiies e e e e e e 53
REFERENGCES ... ettt r e e e ettt e e e e ettt s e e e et e tba e e e e e e eabn e eaes 54



APPENDICES ... eeemr ettt e e et e et et e e bbb e e e e e e e e e e e e e e e rnnnre 59
APPENDIX 1:LETTER TO THE RESPONDENTS ..ot 59
APPENDIX II: QUESTIONNAIRE FOR STUDENTS.......ooiiiiiiiii e 60
APPENDIX [Il: RESEARCH PERMIT ...oiiiiii et 68



Figure 1: Conceptual framework

LIST OF FIGURES



LIST OF TABLES

Table 3.1: Classification of Target POpUlation..................oiiiiiiiiiiii e 27
Table 3.2: Operationalization Of VariablesS ..........ccccoiiiiiiiiiiiiiii e 31
Table 4.1: Analysis by RESPONSE RALE ..o e e e e e e e e e 33
Table 4.2: ANAlYSIS DY GENUET........iiii i ceemcme e e e e e e e eaaaaaas 34
Table 4.3: Analysis by RESPONUENTS AQE ...t rree e e e e e e e eanes 34
Table 4.4: Analysis by Highest level of education.............cccoeeeeeeiiiiiiiieiiiiieee 35
Table 4.5: Analysis by Period have been in employme..............oooiiiiiiiiiiiiiiiieeeee s 36

Table 4.6: Analysis by Highest Qualification thia¢ respondents have attained through ODL....36

Table 4.7: Analysis by StUAENt FELENTION.... .o e eevrieeeeeeeiie e e et e e e e e eeane 37
Table 4.8: Guidance and COUNSEIING ........ oo ernniieeeieiiire e e 39
Table 4.10: Analysis by tUtorial SUPPOIT. ... cceeeeiiiiiiie e 43
Table 4.11: AnalysisS DY MENTOIING ........ooi e eeeeeee e e e e e e 45

Xi



ADB

ARCS
COL

DE

ICC

ICT
KEMU
LSS

NACOSTI

ODL

ODLM
OES

oL

SPSS

UNESCO

WGDEO

ACRONYMS AND ABREVIATIONS

Asian Development Bank

Attention Relevance Confidence ands&attion
Common Wealth of Learning
Distance Education

International Council of CorrespontlEducation
Information Communication Technology

Kenya Methodist University

Learners Support Services
National Council of Science and Technotaginnovations
Open and Distance Learning
Open and Distance Learning Mode

Open Education Systems
Open Learning

Statistical Package of the Social Seien

United Nations Educational Scientific &wultural Organization

Working Group on Distance Education

Xii



CHAPTER ONE

INTRODUCTION
1.1Background to the Study
Education is seen as the indispensable agent timgisbabout change between what we are and
what we want to be. We are entering into the kndg#eEra and moving towards the knowledge
society. This forthcoming period of change, witlgnificant advances in communication and
information technology, the opening of global eamiyaand the demands being placed on limited
resources of national governments is giving risenév ways of thinking and acting about
education and training(venogopal 2000,manjulika®@O®igher education is facing a critical
challenge to meet new demands for th& @ntury (Anyona, 2009). There is a growing crisis
the higher education which calls for new organmadi structures for meeting new challenges in
post-secondary education and training/lambugu, L, and Kyalo, D (2013), advocate for the
adoption of Open and Distance Education (ODE) lithal higher learning institutions in order to

ensure access to higher education by all.

Distance education therefore in its organized fgmne of the path breaking innovations in the
field of education in this century. According to&Skree (2002), distance education symbolizes
the transformation of education from the state w@ftcto technology enduring it with high
flexibility and vastly increased productivity byatrsporting knowledge to the people in place of
transporting people to the place of knowledge. ddisé learning can provide instructionally
effective and highly interactive learning experiesithat are flexible equitable and responsive to
individual needs (Rodgers, 1995). The flexibilisygreatly facilitated by the use of technology
particularly new information technologies. Techrgpidias undergone major revolutions starting
with the print media out of which correspondencsteayn of education was born, the radio and
television, pre-recorded audio and video programnsedf-learning instructional materials,
application of satellite communications and finalllge information and communication
technology revolution (Venugopal, Ibid). With theogith of ICT it is possible to think about the

development of virtual universities and virtualsdeooms.



In Kenya, a growing crisis in the higher educatssctor has given rise to a multiplicity for
meeting the new challenges of post- secondary éidacand training (Juma, 2003). The role of
distance education is indispensable for many stsdarKenya in view of the challenges of the
current higher education infrastructure which is strained to accommodate the ever growing
college aged population. The first government gota@ address open higher education was the
act of parliament of 1966 which established thertba@d adult education (Anyona, 2009). Since
then, many other commissions have been set updiesslissues in the Kenyan education with a
number of them highlighting ODL as an alternatived® of education provision. Over the last
four decades, the social demands with respect gbehieducation in Kenya have clearly
intensified. This has been exemplified by the msenrolments in public and private universities,
the proliferation of more private universities ahd establishment of self sponsored programmes
in public universities (Sifuna, 1998).Currently whepen distance and flexible education is
increasing worldwide, a reflection and analysisestons learned about how to support students’
learning and which support services could ingong provide seems appropriate. Providing
support for distance learners is a virtually impattcomponent of delivering distance education
(Moore, 2003).

Distance education students are mostly a heterogsngroup. They may be younger ones,
middle aged and older ones. Their education backgtolearning styles and ability also may
differ significantly. As these students struggle dope with the demands for learning at a
distance, they come to realize that they need $@&lmuch so that, without anybody to intervene
they might as well drop out. The value of learngpmort has been discussed in relation to the
trend towards a more consumer- oriented approaeluoation where education is considered as
a commodity and students as customers of servieépr@ducts (Tait, 2003). In order to become
a competitor in such a competitive education magtate, institutions have to meet the needs
and expectations of learners so that they cancatin@re students ( Rumble, 2000). Support
services play a central role in meeting the unigqmel changing needs of learners (Mills,
2003).According to mills the increased interactidoetween support personnel and students
through a well designed learner support systempcaduce valuable feedback from the learners
about the programme which can be valuable in enhgrguality. Learner support services have



also been discussed by various authors in relataheir contribution in widening access and
learning opportunities for those who were neveedbl participate in conventional education.
Sewart,(1993) for example argues that the challetiggt comes with the widening of access is
that an increasing number of less experienced, hassivated and more socially and

economically disadvantaged students will be pauditthg in distance learning programmes.

Educators and practitioners suggest that learngspost has a major role to play here (Ken
worth; Mills 2003; Sewart 1993). Tait (2000), ottera functional characterization of Learner
Support Services(LSS) that recognizes the pedagoglomotivational value of Learner support
services. He identified three main functions: ctigaj affective and systemic. The three are
interrelated and institutions should therefore emshiat their distance learners are well supported
in all these three areas. For instance an insiituvithout affective support, students may feel

isolated and drop out.

In general, the objectives of Learner support sessiare first to provide all information needed
by learners to encourage students to fully utitize available facilities and third to motivate
learners; forth to provide necessary counseliniffh fo create a friendly environment among
students, faculty and administration( Chander, 1998ident support especially the guidance
and counseling, tutorial support and effective infation and administrative systems all provide
a range of equity that impacts not only in termseafching but also effectiveness, that is to say

reinforcing the student sense of confidence, stdeam and progress(Tait, 2003).

It is very important to retain students in any systand ensure that they eventually complete
their studies successfully. Student retention leenka documented issue in higher education in
the united states since late 1800s (Thelin, 2004m&l studies on the topic began as early as
1926 (Braxton,2000).Through the last few decadesd@mics have published influential

research on student retention .However, Braxtoastitat most of this research has been written
about retention at these common types of insbingti relatively little has been written about

open and distance education. Effective learner suipgervices system can go a long way in
assisting students to persist.LSS can help toe@aenvironment which fosters student learning



and achievement and help students to solve problleatsramper their academic progress. One
of the challenges of distance education is thesiggusolation since the learner and the tutor are
separated in space and or in time. If this chgheis not addressed appropriately, it can translate
to high dropout rates from distance education @ognes. Therefore, there is need to ensure
support is provided to increase students motivaself esteem and progress. As such this study
was aimed at investigating the extent to whichedéht types of learners support services

influence retention rates of students in distartzecation programmes.

The study was conducted at Kenya Methodist Unitsersi private university in Imenti north
constituency in Meru County. KEMU is one of the eentional universities that have been
transformed to dual mode universities that offeogpammes by conventional and distance
teaching and learning methods. Open and distaaraihg at KEMU is an alternative mode of
instruction which provides learners with an oppoitiyito access education and training without
the benefit of classroom teaching methods. The Gehdistance learning mode(ODLM) was
introduced at KEMU to open access to KEMU programne the learners who lack the
opportunity to study as regular classroom leardersto various constraints (KEMU,2002) The
ODLM department in KEMU has offices to provide slipport services needed by the students.
The support is aimed at removing the studentsatsm from the university, the course, tutor

and other learners.

1.2 Statement of the Problem

Despite the significance of learner support sesvies earlier mentioned, Learner support
mechanisms are often underdeveloped or overlookechast distance education institutions
(Sheer & Locke, 2003]. Studies have shown that rdagance education institutions have an
inadequate understanding of how to plan and orgagimlity learner support services. Many
researchers have acknowledged the pressing needofer research guiding us on development

of quality greater systems in a distance educdimbinson, 1995).

A study done on the university of South Africa raivéhat the most fundamental service in
distance education is the learner support servidemjulika, 2000).1t is argued that learner



support services is likely to lower dropout rates ancrease pass rate the very issues that south
African Distance education institutions strugglethwiAnother study done on Turkish open
education system reveals that open education sgdtare high attrition rates. About 40% of the
students admitted to OES (open education systeap olut during the first two years of study.
(Latchem et al 2006 ).Second, most students fiedntiethods of OES from initial registration
and course selection through the various non ittoadl delivery options difficult, unusual and
confusing (Murphy,1991]. Murphy continues to argilmat such students might need extra
support in order to navigate their way through soowmmfusing set of educational and
administrative activities. Through policies of opatcess, many more students, some prepared,
some partially prepared are entering higher edoicancreasing the problem of retention and
low pass rate that already existed. Learner sumsovtices have therefore become critical to all
institutions (Moore, 2003; Simpson, 2000).

According to Keegan 1983, distance education has lgpified by high enrolments and high
rates of attrition. Students retention has beenbéished therefore as one of the challenges
affecting distance education system. This has beeked at by various researchers as
multivariate issue involving various interrelatedactors and variables (Morgan&
Tam,1999).There is also some evidence to suggestliBS can play a significant role in
assisting learners to persist (potter1998). Colgefi886) argues that one of the most discussed
research questions in distance education prograasswhy so many students who choose to

enroll in distance education programs also chooséoncomplete their courses.

The challenges espoused in the above mentionedestwduld equally apply to distance
education systems throughout the world. It is Fos teason that this study sought to investigate
the influence of learner support services in adingsthe issue of attrition and increasing
retention rates in distance education programs. sihdy aims at finding out to what extent
different types of learner support services infleeemetention rates of students who enroll in

distance education programs.



1.3 Purpose of the Study
The purpose of this study was to investigate thkience of learner support services on the

retention of students in distance education programin institutions of higher learning.

1.4 Objectives of the Study

The objectives of the study were:

1. To establish the extent to which guidance anthseling influences retention of students in
distance education programmes in institutions ghér learning.

2. To assess how administrative support offeredtilents in institutions of higher learning
influence their retention in distance educatiorgpammes.

3. To establish the influence of tutorial suppant retention of students in distance education
programmes in institutions of higher learning.

4. To find out the extent to which mentoring infhees retention of students in distance

education programmes in institutions of higherneag.

1.5 Research Questions

The study aimed at providing answers to the follgnguestions:

1. How does guidance and counseling influence ststeetention rates in distance education
programmes?

2. How does administrative support influence sttsleretention rates in distance education
programmes?

3. How does tutorial support influence studentsteméon rates in distance education
programmes?

4. How does mentoring influence students’ retentiondistance education programme?

1.6 Significance of the Study

The study provides considerable insight into tledfiof student support in distance education
programmes. It will also assist administrators istahce education programmes in identifying
support services that are most important for stisgdeatisfaction so as to increase retention rates
and pass rate in their programmes. This studyaisib provide policy makers with information



necessary in the formulation of policies for opeml alistance learning as well as opening a
window for further research for researchers. Theegament will get necessary information in
the field of education towards attainment of visgi80 as far as widening access in education is

concerned.

1.7 Delimitations of the Study

The study was carried out in only one private ursig. There are many other universities both
private and public which offer courses throughatise learning. These may differ significantly

in terms of administration and learner supporteyst and operations. Thus this study may not
fully represent their experience in offering studsuapport services. The study is also delimited
to learner support services while there are mahgrdtactors that can influence retention rates in

distance education programs.

1.8 Limitations of the Study

Various limitations challenged the study. For ins&it was very difficult to obtain some study

data due to reluctance and uncooperativeness okfipondents, who felt that they were being
disturbed and would even fail to explain some temdinterms. The researcher and research
assistant struggled to get meaning of these datavalues. However the researcher explained
that the data that was to be obtained was for ac@daurpose only. The respondents might have
given inaccurate and incorrect information but tbsearcher first conducted meeting with the
respondents to explain that the purpose of theyswmks purely academic. The logistics of

acquiring a research permit from National Coun£iScience and Technological Innovations

(NACOSTI) also delayed the collection of data botfly it was done. The study was further

constrained by limited finances. The researchear oeight for a loan from his SACCO to obtain

more fiancé which supplement the study budget.ly aste study was limited to the honesty and

of respondent.

1.9 Assumptions of the Study
The basic assumptions of the study were:
1. The students were honest and competent in resppialihe instruments of the study.



2. Policies in distance education and legal framewenrkain unchanged throughout the period
of study.

3. The statistical data of enrolment and retentides@rovided by the administration was valid
and reliable.

4. The targeted population will be available at timeetiof the study.

1.10 Definition of Significant Terms Used in the Sidy

Administrative support-Refers to support providedlistance education students to enable them
access information effectively

Attrition rates- Refers to the rate at which students decreasembars in distance education
programmes.

Distance education Refers to a mode of learning where the tutorthedearner are separated
in place and or in time.

Guidance and counselingRefers to formal or informal advice that promoéegonal, social,
educational and career development of students

Higher learning- Refers to post secondary formal education.

Learner support services Refers to services meant to help learners usgutisnal resources
effectively.

Mentoring- Refers to supportive, long term relationship betwtegors and learners in distance
education.

Peer support Refers to the support students receive fromvieBtudents or social networks in
distance education.

Retention - Refers to the ability of students to continue withir studies without dropping out.

Tutoring- Refers to the process of providing instructionlistance learners.

1.11 Organization of the Study

The report is organised into five chapters. Chapter consists of the background of the study,
statement of the problem, purpose of the studyeativjes of the study, research questions,
significance of the study, assumptions of the stlidyitations of the study, delimitations of the
study, definition of significant terms and the angation of the study. Chapter two consists of



the review of related literature, theoretical framek and conceptual framework. The literature
is reviewed under the following subtopics: overviefvdistance education, distance learners,
learner support in distance education and leamep@t services. The learner support services
reviewed include: guidance and counselling, adrirative support, tutorial support and
mentoring. Chapter three consists of the reseagsigd, target population, the sample size and
the sampling technique, research instruments,umsnt validity, instrument reliability, data
collection techniques, data analysis techniquesyatipnal definition of variables and ethical
issues in research. There is a summary of the etsaptter each chapter. Chapter four starts with
an introduction followed y the analysis and intetption of study results. The results are
presented in tables for ease of understanding raedpreted in form of narrative. Chapter five
provides the summery of findings discussions, amiohs and recommendations based on the

findings of the study.



CHAPTER TWO
LITERATURE REVIEW

2.1 Introduction

This chapter reviews literature on distance edanatvith emphasis on learner support sub
system. The chapter begins with an overview ofadist education and learner support in
distance education. The chapter has also revieiedtlre on different learner support services
offered in distance education under the followingp stopics: guidance and counseling,
administrative support, tutorial support, mentorikmally a summary of the review is provided

as well as a conceptual framework.

2.2 Retention of Students Distance Education Programes

Distance education has become the most significhkahge to the process of teaching and
learning of the last decade Simpson (2012). The,t@pen and distance learning (ODL) has

been variously defined by different authors. Moanel Kearsley (2011) define it as teaching and
planned learning in separate spaces that requimencmication through technologies and special
institutional organizations. Holmberg (1990) seestasthce education as the various forms of
teaching and learning at all levels which are nodar the immediate supervision of tutors in

lecture rooms. Ndritu et al (2013), argues thardise Gross Enrolment Ratio (GER) of

university students from the present 3 per cemlhégprojected 15 per cent, the government must
continue increasing the number of students joirhigher education from 130,000 (2008) to

450,000 (2015).

Open and distance education represents approdtitefotus on open access to education and
training provision, freeing students from the caoastts of time and place and offering flexible

learning opportunities to individuals and groupsledrners (UNESCO, 2002). The term open
distance learning reflects both the fact that alinmst of the teaching is conducted by someone
removed in time and space from learners. Accorttn§uen and Parkes (2003) distance is the
most unique feature of distance education. Thisehasmber of implications for learning and

assessment of learners. The learner is isolated fesources, support and peers. The lack of

contact can have a significant effect on learnenastivation. Learner support services can
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therefore be very instrumental in assisting stuglembvercome these challenges. While distance
education is probably the fastest growing area difcation internationally, it suffers one
fundamental weakness —the high dropout rate expde by its students as compared with the
dropout rate of students in conventional educafltre importance of support in overcoming this
weakness therefore cannot be under estimated. Bealistance students are often placed in a
unique situation in which neither the teachersfatbow students are physically present to clarify
discuss or provide feedback, effective distancecation requires ‘a’ sound learner support

system (Gunawardena, 1988).

Moore (2007) included transactional distance thedmyt substantial research in distance
education transactions was somewhat limited taatka of assessment transactions. Research in
other distance education transactions, such ase@antext, student/teacher communication and
course procedures, was needed to increase disdacation's credibility and also to expand the
existing ranks of reliable distance education redea

Since 2000, there has been more Meta - analysdhliofiterature. The Meta analysis by Bernard
et al (2004) looked at different populations thatlhbeen earlier studied and also examined
studies reporting drop out statistics. Bernard €2@09) argue that it is through direct studies of
DE conditions and OL that progress to advance thand practice will be made as researchers
begin to examine instructional and technologicaatments between DE conditions. A

fundamental shift in the culture of research pcadtiand the quality of reporting needs to occur
to enable systematic reviewers and meta analystentee to broader and non comprehensive
generalizations about the processes and conditiodsr which learning is best supported in DE
and OL course designs. Against the background istieg research on student retention, it is
commonly stated that retention in open and distdeaening ODL context is poorer than in

conventional higher education. Most of these comspas are in the descriptive and do not
carefully take into account that the students iarogistance education are quite different from
those in conventional education. The social din@nsgherefore should be re-considered in the

structurally different context of ODL .
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A wider and more differentiated approach to isspieetention in distance education is crucial
from both an administrators and students point iefvy This precise insight into student
retention will allow appropriate institutional imentions to improve programme quality in
general and students’ retention in particular. seis (1998) assessed the effectiveness of
motivational messages in distance education courséBe compared retention rates in the
experimental section of the course to three otletians that did not receive motivational
messages and she did a qualitative review of studsponses. Improved retention of 70 to 80%
offered clear support for the motivational messaddss can inform on the need for a well
designed learner feedback and information deliveygtems in DE programmes for better
retention of students. Subsequent studies on niminad design theory by academics: visser et al
(1998); Schon, Hoffman and Herczeq (2003); Kellet Suzuki (2004); Mills (2004); Kim and
Keller (2008), all point out that motivational s&gies with the elements of attention, relevance ,
confidence and satisfaction (ARCS) model are vergadrtant in the designing of motivational
leaning processes.

Distance education provides various motivationgdpatunities in distance education
programmes in which both the elements of teachinthraotivation used together can improve
the success of distance education learners. A ametlysis of comparative literature in distance
education report presented as symposium at theahmneeting of the American educational
research association on April@42003, based on 73 independent findings indicated the
retention rate in DE course was significantly lowean in face to face classrooms. Such findings
have been documented repeatedly over the histalistéince education. This is the reason why |
am interested in doing a study to find out whethrereffective learners support system can help

in alleviating this problem in distance education.

It is important to understand the characteristitslistance learners so as to be able to offer
appropriate support services to them. Accordin@toondi (2008) , learner characteristics are
personal attributes of a learner that may affestdri her studies. He highlights these learner
characteristics as the level of motivation, comneitinto study, learners to and confidence with
technology. Distance learners are categorizedhtanifold.
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They may be younger ones, middle aged and oldes. ofteey might be belonging to literate,
semi-literate, skilled, semi-skilled and unskillegtegories. They may be employed, physically
challenged and differently abled. (Common Weatthearning (COL), 2002). These learners’

characteristics have also implications for the \emyner support services are designed.

Most of the learners in distance education aretadrhployed and have dependents. A study
undertaken at Wisconsin University revealed thaB®0of students in distance education were
between 25 and 45 years (Gibson & Graft,1992). Helrg,(1995) citing studies of 3 decades
affrms that 25-35 age groups seem to be largesimost distance education learning

organizations. Hezel and Dirr,(1991) examined fostitutions offering tele-course programmes

and found out that 65% of the learners were wonidmns corresponds to studies done by
Robinson (1991) and Gibson and Graft (1992) wheontefhat 71.5% and 60% of the students
were women. According to Robison,(1991). Most distaeducation learners are also working
and are married. The study reveals that 83% wenglamed and 58.5% were married. These
demographic characteristics of distance learnessepthat they need support to enable them

handle the multiple adult roles and responsibdiis well as learning.

Retention of students may also be influenced byattieude of the learners towards Distance
Education programmes. Gakuu (2006) defines attitide continuously varying traits
(predispositions) to display certain behavior wiéspect to the attitude object. It is an enduring
disposition to consistently respond in a given n&airia various aspects of the world including to
persons, events and objects. He argues that lsaatdtude towards Distance Education (DE)
depends on the level of motivation, the level ohifaarity with DE, experience with DE and

level of familiarity with the technology applied DE.

2.3 Learner Support in Distance Education Programmse

Leaner support services are defined as cognitiffectere and systemic support provided
through tutoring , modern information technologg€T),counseling and administrative support
(Omondi,2008). One of the major demands of the ehanging land escape of open and
distance learning is the provision of an effectigarner support. Omondi (2008) argues that
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although learners can be exposed to educationabrtypypties without learner support, it is

unlikely that they will be able to complete themucses successfully.

One of the most important means of analyzing thfecéveness of the teaching- learning
experiences in distance education system is throluglanalysis of the learner support system.
“Support systems contribute to the process of aseoas do the learning materials. Mbwesa
(2014) looks at learner support as one of the dawes in distance education that deals with
policy and guidelines for technical, psychologisaicial and administrative support, flexible
payment and appeal.(Hodgson, 1986). Garrison & ®ay(l987) defines learner support as the
resources that learners can access in order tp @atithe learning processes. Distance education
students are separated from the lecturer. Thentdistbetween the students and the institution is a
worrying factor. The effects of such isolation oistance students can be proven through

provision of student support Simpson (2002).

Garrison observes that in distance education stigppooncerned with range of human and non-
human resources to guide and facilitate educatimaataction. According to common wealth of
learning (COL, 1999), learner support is an impurtalement of any distance education
programme. The working group on distance educagg@GDEOL, 2002) argues that distance
learners who study without the provision of learsgpport from their institutions are unlikely to
be successful. Support systems developed in retogmf students needs help distance learners
to become competent and self-confident in learrsogjal interactions and self-evaluation (Rae,
1998). Prudeaux ,(1989) observes that effectiveaktise student support systems has not been
evaluated. According to (Keegan, 1983), most edidance education systems were concerned
with access and availability of learning opportigstthan with the individual experience of the
learner. Consequently, distance education has typédied by high enroliment and high attrition
rates.

Tait, (2003) asserts that the students supportcesfestudents guidance and counseling, tutorial
support and effective information and administrtsystems all provide a range of activity that

impacts not only in terms of teaching but also @ffeness, that is to say reinforcing the
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students’ sense of confidence, self esteem andgsegAccording to Tait, the avoidance of an
avoidable drop out has always been a goal of distasducation systems which are often
compared with conventional colleges and universiiie spite of fact that their students are

normally older have families and are in employment.

He continues to point out that the provision ofdstt support at open universities of United
Kingdom in particular solved the drop out problend dahis contributed greatly to the status of
distance education worldwide. Successful distanitea@ion programmes do not underestimate
the amount of time, effort and expense requiredtti@ct and retain students Rovial & Downey
(2010).

2.4 Learner Support Services in Distance Education

Learner support services are those services thatemigned to help the individual students learn
from the teaching materials, may be academic adtnative or personal (Tait, 2003). According
to Tait, learner support services enable the educalystem to widen its students participation,
recruitment and the retention of students. Robingd®81) had identified three main areas in
which student experience problems as open andndest@arners. These are: study and learning
difficulties, interacting at a distance and pers@rablems. Learners support services include;
orientation and information provision, admissiongd aother registry services, advising and
counseling, instructional support (tutoring/teagiinand student advocacy (Brindley,
1986).Guidance and counseling, administrative sappdorial support, peer support, mentoring
are some of the most important services that casffeesd to distance education learners to help
them persist. This study therefore aims at findowg how these services influence student

retention in distance education programmes.

2.4.1 Guidance and Counseling and Retention of Stadts

Hudson (1993) defines counseling as that adviceesanduragement that people need in addition
to subject — specific support to help them be ss&gfcé learners. Counseling students is seen as a
formal role in some open and distance learningesystcarried out by counselors or tutor
counselors. The essence of counseling is to faiglihe person being counseled to come to their
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decision about what is best for them. Students memd counseling before, during and after a
course (Thorpe, 1993) and therefore the counsefungction need to be designed to

accommodate this.

Tutors play various counseling tasks for the learne ODL. These include: - answering non
course related queries, giving students guidan@aitabhoice of course, supporting students
during the course, advising students on post-codnsgéces and advising about ODL systems
(Robinson 1989, Thorpe, 1979). Daniel (1979), comnéhat in remote learning systems, other
than the Open University, counseling is more ofiazase of quietly conscious help in problems
since there are few systems where this functionsigtutionalized. Students should be informed

of the self-motivation and commitment needed tslecessful in the programme.

Nortledge,( 1975), sees the two functions of thenselor as a caring supporter and efficient
manager. This kind of organization of counselingppsrt services necessitates a complex
administrative system to underpin it as well as ag@ment and staff development programmes
for the part-time staff. It is important that adarner support personnel including administrators
and clerical staff who might be in a position inigfhthey provide guidance or advice to learners
have some awareness since guidance and counsebnigighly skilled process. Thomas, (1974)
identifies characteristics of a good counselor asieone who is enthusiastic, sympathetic,
flexible and approachable, knows the system andliagse with others, contacts the students

where necessary and is competent academicallyanthcilitate group activities.

According to (Simpson, 1992), Counseling is a icyprocess of five phases which includes;
clarifying — ensuring the learner’s needs are ¢lelaecking restating the need in the counselor’'s
own words; conceptualizing —restating the needhédounselor’'s words; challenging — pointing
out contradictions and other ways of seeing aneissansequent action; agreeing to what the

counselor and learner each might do as a resthieafdiscussion.
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2.4.2 Administrative Support and Retention of Studets

Communication between teachers, and learners amndeles and their institution is a necessary
component in distance education. Communication esertwo purposes; distribution of
information and interaction between teachers aach&rs. Provision of information to learner in
open and distance learning (ODL) requires much nedfficet than would be in case of face to
face students. Administrative support includes fioms such as enrolment; admission and
registration; record keeping; information provisiand delivery of study materials. Faculty
participation depends on appropriate administratisepport as an important factor
(Betts,1998).Molefi continues to argue that sinistaghce learners are studying at a distance, the
institution relies far more heavily on the effeetiess of the administrative systems and its

record systems for support.

According to the Common Wealth of learning (COL)darsian Development Bank
(ADB),(1999), administrative system should provider types of support to its learners: Timely
dispatchment of complete course materials; Infoionadf various kinds e.g. amount of fees to
be paid and when, commencement of the course, tddutor is, who to contact for certain
kinds of information, where and when examinatioressccheduled; accurate and complete record
keeping and dispatchment of the right examinatoiiné right location at the right time.

Study centres are components of the administraingcture in distance education. They are
basically set up to provide support services ttadie learners. They act as regional resource
centres for distance learners. They provide tugrguidance and counseling services, teaching
and learning facilities such as library, organitectures, discussion groups, and also organize
workshops (Mbuva, 2007). For instance in the ursiégof Nairobi, the study centres are known
as extra mural centres and are located in all tappmtowns in Kenya. They are usually for
organizing and coordinating the activities of tixteenal degree programmes as well as running
short courses on face to face basis (Odumbe andaah®95).A study centre is specifically set
up by the parent university to provide support mew to distance education learners. Keegan
(1986) sees study centres as associated with indepe learning and he asserts that
independence has been identified as one of therraggas in distance education. Local centres
appear to carry one or more of these functionsdeic, advisory and administration.
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2.4.3 Tutorial Support and Retention of Students

Kaye and Rumble, (1981) are of a feeling that afigayre in most support systems is the tutor.
In a distance education environment, there arewuartypes of interactions. Among them, the
interactions that play a major role in quality assie in distance education programmes are
student-teacher interactions. Distance educatiagrammes should be developed to promote
and facilitate healthy interactions between theneaand the instructor. A tutor is a person who
has close contact with a student in a particulars® engaging in a detailed dialogue through
the medium of written assignments and face to tacelephone discussions or response sheet
(Mbuva, 2007).Tutors deal with administrative issas well as counseling learners. Tutors are
the most crucial form of learner support. Withautotial support, the best materials in the world
may prove disappointing (Rowntree , 1997).Tutcsigbport can be organized as completely face
to face events or in combination with communicatian a distance e.g. teleconferencing,

telephone tutoring, online tutoring or by post &

Face-to-face sessions are critical as they craapgatform that allows interaction between
students, and between students and tutors/lectui@rsmutual benefit. Telephone tutoring
according to Robinson,(1981) is cheaper than kiaveerms of costs for students; convenient;
efficient and fast way to get help for a studend &'s a substitute where there are too few
students to form face to face tutorial groups ie area. Online tutoring can be done through one
to one emails, asynchronous conferencing or symclu® conferencing (chat).Many ODL
institutions offer face to face tutorial sessioifiese sessions are mostly for motivation,
induction and briefing, reviewing an assignmengparing assignments, reviewing a section of
the learning materials, exploring common difficedti remedial work, skill development,

preparing for exams and consolidation.

Tutors need training in the skill of face to fac#otials since they differ significantly with
conventional face to face teaching. An ODL coussiught by the materials; the tutors role is to
facilitate the student’s learning of the materi&laye and Rumble (1972) argue that in distance
learning system, most if not all the learning tagkese through instructional materials so that the
tutors function changes to dealing with problemisiag from the study of the written materials
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and to acting as intermediary between the studedt @urse writers. The tutor, through
guidance and direction can assist the studentshige their goals and develop control of the

education process (Garison, 1989).

2.4.4 Mentoring and Retention of Students

Historically, mentoring has been considered aswhg in which the old assist the young to
achieve their goals and become the next generafiavise people (Rapuleng, 2002). Mentors
are therefore advisers, educators, counselors &wb® @n their experience on to less experienced
people. Dilley & Roman (1998) argue that mentorimgs become an important method of
supporting learning in distance education. Effectimentoring reduces professional isolation,

provides support and feedback with regard to perémce and gives confidence to mentees.

A study undertaken in three different universitigdse Korean National University; the open
University of UK and the open Polytechnic of Newalsand shows that apparent retention gains
of up to 20% with a return on investment of up &b 2nay be possible after the linking of
students in the form of mentoring and peer sup{Rotgle,2010). However, the report suggests

that there is still much mileage to be made ouhehtoring and study dating.

According to (Portner,1998), in order for mentgrio be effective a mentor has to function by
relating, assessing, coaching and guiding. He coa8 to argue that the relationship between the
mentor and mentee is built on mutual trust, respadtprofessionalism. Without a firm basis of
everyday trust, mentoring is likely to become frashg and difficult for both the mentor and

mentee.

In distance education mentoring can be importamttfeo particular reasons — increasing
retention and increasing engagement for disadvedtggoups (brown, 2001).

A study undertaken on the effectiveness of mengonndistance education programme, at the
Lesotho College of Education affirm that mentoroan increase enrolment and reduce dropout

rates in distance education programmes (Manjuka0)
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2.5 Theoretical Framework

A theory provides people with an explanation to enadense of complex practices and
phenomena (Garrison, 1990) and can provide a perepethat reduces complexity while
suggesting generalizability. There are a numbehebries proposed by different theorists that
have a bearing on the provision of learner suppervices in distance education programmes

and therefore provide a framework for this study.

Transactional distance theory -According to Moore (1991), the first attempt in Hsly to
define distance education and to articulate a thappeared in 1972 and in 1980 was named as
the theory of transactional distance. The conaéptransactional distance encompasses the
distance that he says exist in all educationalticglahips. It was introduced at the world
conference of the international council of corregpent Education (ICCE) (Moore, 2007).
Moore explains that distance is not determined bgggaphy but the relationship between
dialogue and structure. The degree of transactidisthnce depends on: dialogue structure and
learner autonomy. Saba and Shearer (1994) caosned study on transactional distance and
concluded that as learner control and dialogueeas®s the transactional distance decreases.
This theory is applicable to this study in that tearner support services are geared towards
decreasing transactional distance between leaemergheir tutors and counselors, learners and
their institution, learners and other learners abl as learners and the course materials. Once the
distance is reduced no doubt the students cansparsil consequently retention of students in
distance education programmes will greatly improVee use of integrated communications
systems, well designed instructional materials,pprly designed guidance and counseling
systems can permit a greater variety of transagtitun occur thus improving dialogue to

minimize transactional distance.

Independence and Learner control theory

Altmann & Arambasch, (1982) and Rotter (1989) arthumt student who perceives that their
academic success is as a result of their own parsmcomplishments have an internal locus of
control and are more likely to persist in their ealion. Those with an external locus control feel
that their success or lack of it is due largelyw@nts outside their control are likely to become
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dropouts. Factors that influence dropout rate Hmaen of concern to distance educators as they
search for criteria to predict successful coursametion. Baynton (1992) developed a mode to
examine the concept of control as it is definedrmependence competence and support. This
theory is applicable to my study in that learnerpp®rt services may be one of the criteria to
predict successful course completion in distanagcation programmes. Effective mentoring,
guidance and counseling, tutorial support and kxarnlearner(s) interaction can help motivate
learners and thereby elevating their internal lamusontrol. This can translate to persistence and

eventually retention of students in the distanagcation programmes.

Motivational Design Theory

This theory asserts that instructional materialough be configured with strategies which
increase the attention, relevance, confidence atigfaction of the students for an instructional
design which ensures the continuity of learningivation ( Keller, 1983, Keller & Kopp, 1987).
High attrition rates can be directly attributeddav motivation (Kuan-Chung &Syh-Jong, 2010).
Therefore, it is vital that instructional designensderstand principles of motivational design
(Hodges,2004).

According to motivational design theory, in ordercreate an effective efficient and attractive
instructional design, the elements of motivationénéo be understood well. Keller (lbid) has
developed a model of motivation which defines fqummary components of motivation:

Attention, Relevance, Confidence and SatisfactlR@S).The concern of this study is on the

concept of motivation.

Learner support services play a crucial role intivading students. Studies have shown that
there are very significant motivational difficukiéor the distance education students. The ratio
of dropout in the programmes is itself a sign @& pmoblems originating from motivation. In this
study the ARCS model forms the basic concept of divational intervention in form of
effective learner support services which are preditbefore and during the course and aim at

maintaining or adjusting learners’ motivation. Tdim of this study is to enhance the motivation
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of distance education students through improvinglestt support in an attempt to decrease the

drop out ratio.

2.6 Conceptual Framework

The conceptual framework shows relationship betwt®n independent and the dependant
variables .The different type of learners suppagtvises offered in distance education

programmes are the independent variables. Thestdeic guidance and counseling,

administrative support, tutorial support, peer suppmentoring. If these support services are
effectively offered then they have an effect on shedent retention rates in distance education
programmes. Therefore students retention rates istarte education programme is the

dependent variable
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Figure 1: Conceptual framework
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The conceptual framework shows the relationshipweeh the dependent variables and
independent variables. The dependent variable tentien of learners in distance education
programmes in institutions of higher learning. Th@riable is influenced by independent
variables which include: guidance and counselinghpse indicators are: putting in place proper
and effective learners’ appraisal schemes, placemed follow-up mechanisms, information
service systems, and consultancy; administratiygosrt pegged on ensuring continuous and
effective dispatch of course materials, completmnd keeping (registrar services), providing
adequate financial aid and effective service dejivdutorial support characterized by
supportive tutor contact, up to date Instructiomaterials, unlimited access to the library and
Timely feedback and mentoring based on implemengéingeffective transfer of instructional
design principles, ensuring high quality of the toeing relationship and ensuring collaborative
nature of the ODL program. These have a high infteeon student retention in Distance
Education programmes. These are the ones reviawthsi study. Nevertheless, there are other
variables that influence student retention but hastebeen assessed in this study such as learner
characteristics and government policies .Thesereferred to as moderating variables in the
conceptual framework. Extraneous variables areals that influence the dependent variable
but are immeasurable. For instance in this framkwearner's attitude influences student

retention in distance education programmes bstdifficult to measure attitude.

2.7 Summary

From this chapter it is evident that the differgypes of learner support services i.e. guidance
and counseling, administrative support, tutorighprt, peer support, and mentoring have a
contributory effect on the rate of retention ofd&nts in distance education programme. These
variables have been discussed and their contriimitio distance education as viewed by

different scholars highlighted. The literature eawi has also reviewed distance education
programmes and the characteristics of distancedesamwith a view of bringing out the need for

an effective learner support system in distanceatan.

The literature reviewed clearly indicates that pineblem of attrition is a common phenomenon
not only in Kenya but all over the world. Instittis of higher learning with a distance education
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faculty should therefore put in place mechanisnet tan increase persistence among their
students. Though there are numerous studies ragdalv retention rates in distance education

programmes, not much research has been done oumeedisat can be put in place to curb the
problem. This study therefore aims at investigatimg extent to which different learner support

services influence retention rates of studentsistadce education programmes. Nevertheless,
there is still need for further research on othetdrs that can influence retention rates of
students in distance education programmes. Theadses need to carry out such research on
other institutions of higher learning with an aifhgathering more information on measures that

can be used to improve retention of students.
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CHAPTER THREE
RESEARCH METHODOLOGY
3. 1 Introduction
This chapter deals with the description of the méthised in carrying out the research. The
chapter outlines the research design, target ptpualthe sampling techniques and sample size
sampling procedures and research instrument. Theityaand reliability of the research
instrument and data collection procedures are laigoblighted. The chapter ends with the data

analysis procedures.

3.2 Research Design

According to Orodho (2004), a research design psogramme used to guide the researcher in
collecting analyzing and interpreting observed dad®esearch design is the arrangement of
condition for collection and analysis of data irmanner that aims to combine relevance to
research purpose with economy in procedure. Thegadsr this research was survey. The
researcher applied this technique for a numbeeas$ans; firstly, large amount of data can be
collected with relative ease from a number of peoflodipo, Spaulding & Voegtle (2010)
affirm that data collected from such a populatisnmore reliable and up to date. Secondly,
descriptive survey allows the researcher to examia@y variables and to use multivariate
statistics to analyze the data. Finally accordmg handler (1978) geographical boundaries do
not limit surveys. According to Borg and Gall (19&irveys research can successfully be used
to explore relationship between variables. It m@e in design and commonly used in scientific
discipline in the field of education to evaluateidst relationship effects of treatment and

comparison between groups which are being studied.

3.3  Target Population

Borg and Gall (1989) defines target populationresriumber of real hypothetical set of people,
event or objects to which a researcher wishesnergdize his findings. The target populations of
this study consisted of the entire students of leelethodist University (KEMU). This study
target population was 360 accessible ODL studeft&EMU, Meru Campus. The target
Population is captured in Table3. 1.
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Table 3.1: Classification of Target Population

Level Total
Undergraduate Degree 306
Master's Degree 54
Total 360

Source: KEMU University (20153tudents RegistratioMERU

3.4 Sampling techniques and Sample Size

Sampling is an important aspect of research .A #angpdefined as a portion of population
.While sampling refers to the selection of subjexiiscases from some population of interest
(Somer, 2003). The sample size took into accoumthtterogeneity and quality of information
desired. According to Mugenda and Mugenda (20G3maple of between 10% and 30 units can
be used to determine the sample size. In this sifui§p% was used it would be too small a
sample and not representative. The same was edmpddombo and Tromp (2006), who
contended that a sample population of 30 was daifab descriptive survey. So the study used a
sample size of 20%, which interpreted to 72 respatsl The study therefore had a sample well
above 10% and meets the threshold of 30 for a ightiser study. The study used stratified
sampling technique based on the course level.

The study first determined how many students weoenfeach course level and then it

proportionately determined how many students wemdad from each course level as sample
size for that stratum. Once this was done the sprdpared a sample frame from each course
level containing all the students in that courseleThe study then used simple random to select

the respondents from each sample frame.

3.5 Research Instrument

The study used questionnaires developed by theandss. There was a questionnaire for
students. The questionnaire had seven sectionfoséc comprised the respondents profile or
demographic trends while Section B collected datahe dependent variable. Section C to F

collected data on the independent variables. Thestgqans were both closed and open ended
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guestions. An analysis of document on enrolmentcamapletion of students at Kenya Methodist
University distance education faculty was also daméh a view of collecting relevant

information on retention rates of students in thegpamme.

3.6 Validity of the Instrument

Validity is the degree to which an instrument measuwvhat it purports to measure (Borg and
Gall,1989).It was done to test the tool for accyrand meaningfulness using content validity
test. This measured the degree to which dataatetleusing a particular tool would represent
the specific domain of indicators. The assessméntootent validity was carried by two
professional experts; ODL expert and the projepesusor. The supervisor assessed the tools to
establish what concept the instruments were tryingneasure. The ODL expert determined
whether the sets of items accurately measurednfiieence of learner support on retention of
students in distance education progammes. The BExmpesre requested to comment on the
representativeness and suitability of questionsgavel suggestions on the structure of the tools.

This helped to improve the content validity of theta that was collected.

3.7 Instrument Reliability

Reliability refers to the consistency of measuretm@ma study (Bryman and Bell, 2003). It was
conducted to measure the degree to which researstuinents yield consistent results
(Mugenda & Mugenda, 2003; Cooper and Schindler820Dhe data was tested for reliability to
establish issues such as data sources, methodgaotallection, time of collection, presence of
any biasness and the level of accuracy.

The test for reliability established the extentwhich results were consistent over time. The
researcher improved the instrument by reviewingdeteting inconsistent items from the

instrument. The study tested the research toolssfgqunnaire) for reliability, using the internal

consistency techniques based on the Cronbach Alpdthod. It collected data from five (5)

ODL students from other universities, who did nattgipate in the study data collection. The
results obtained from the pre-testing of the qoestaire showed a reliability coefficient

(Cronbach Alpha) of .841The results showed that the Cronbach Alpha’s adefit was .867,
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which was above the 0.7 threshold recommended bgndly (1978). So the internal
consistency of .867 in an indication of high cotesisy between the items of the tool; students’

retention, guidance and counseling, administragiygoort, tutorial support, mentoring.

3.8 Data Processing

After collecting the questionnaires from the resgemts, they were checked for completeness
and only the ones completely and properly filledeveonsidered for analysis. The checking was
done to ensure the data is accurate, consistehttiagt facts gathered, uniformly completed and
well arranged to facilitate coding and tabulatioh. manual screening of the received
guestionnaires was done to check for completenad&xcluded incomplete ones before further

analysis.

3.9 Data Analysis

During data analysis, the results were classifieelasured, analyzed and interpreted to determine
the influence of learner support services on retaniof students in distance education
progammes. The analysis was based on the studgtivee using both descriptive and content
analysis techniques. Descriptive analysis whichthe first step in analysis provided a
convenient way to produce the most useful stasistithis analysis was achieved using
descriptive statistics which is the assessmentnfral tendency of convergence and dispersion.
The data was then represented in form of tableeg¢Aensel, 2004). Descriptive Statistics was
used to summarize the data. This included percestagd frequency tables to present the data
collected for ease of understanding and analy§)iantitative Statistical Package for Social
Science (SPSS) version 20.0.was applied for effe@nalysis3.10 Ethical Considerations

In most research, ethical standards are focusedasntaining the confidentiality of participants.

In an educational institution, the Board of Podligite Studies usually has to be made aware of
the research so that they can help to ensure flegatmonymity, respect and consent of the
participants are safeguarded. In the current stpdymission tocontact the participants was
sought from, and subsequently granted by, the U@tabce Studies Department. This is in line
with the UNISA Policy on Research Ethics (2007) ethspecifies that researchers have to avoid
undertaking secret or classified research, be ctanpeand accountable, respect human
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participants, and be responsible when doing tlesiearch. According to Carlin (2003), an ethical
research design focuses on ensuring individualshamity, maintaining confidentiality, gaining
access to settings for research purposes and iatboonsent, protecting individuals from harm
caused by participating in and presenting the reegand examining the relation between the
researcher and the respondent. The identified sapmbulation was notified about the aims,
methods and anticipated benefits of the reseahdir; tight to abstain from participating in the

research and the confidential nature of their rasps and their right to privacy and autonomy.

30



3.10 Operationalization of Variables

Table 3.2: Operationalization of Variables

OBJECTIVES VARIABLES INDICATORS MEASURE DATA SCALE | LEVEL OF
MENT OF COLLECTION ANALYSIS
INDICATOR | METHODS

1.To establish the Independent Placement and | Level of Questionnaire Ordinal| Descriptive

extent to which guidance and follow up agreement

guidance and counseling Learners appraisalplacement of

counseling influences Dependent Information learners

intentions of students Retention of service

in distance education students consultancy

Programmes in

institution of higher

learning

2.To assess how Independent course Complete Questionnaire | Ordinal | Descriptive

administrative Administrative programme record document

support offered to support dispatch of course Level of analysis

students in Dependent materials agreement or

institutions of higher
learning influence

retention of students

Retention of

students

complete record
keeping

financial aid

disagreement
with the

responses
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in distance education

Programmes

3.To establish the Independent academic support Level of Questionnaire | Ordinal | Descriptive
influence of tutorial | Tutorial support tutor contact agreement or | document

support on retention | Dependent face to face disagreement| analysis

of students in distanceStudents retention sessions with the given

education instructional responses

Programmes in materials

institutions of higher

learning

4. To find out the Independent transfer of Level of Questionnaire Ordinal| Descriptive

extent to which
mentoring influence
retention of students
in institutions of

higher learning

Mentoring
Dependent
Retention of

students

instruction design
principle

qualities
instruction quality
design

of mentoring
relationship
collaborative
nature of the

programme

agreement or
disagreement
with the

responses
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CHAPTER FOUR

DATA ANALYSIS, PRESENTATION AND INTERPRETATION
4.1 Introduction
This chapter presents an analysis and discussiahe oesults obtained from the analysis of the
study results. These results were represented wablgs for ease of understanding and were
interpreted in form of narrative based on the reteabjectives. These results are from data
analyzed using quantitative analysis analyzed leyafishe Statistical Package for Social Science
(SPSS) version 20.0. The study contains resultegpondents’ demographics, response rate and
descriptive statistic.

4.2 Response Rate

The questionnaire (used as the data collectior) twas administered to 72 respondents and 53
responded. This translated to a response rate .6fL%30of the sample population. This was a
very good based on the assertion by Mugenda anceMiay(2003) that; a 50% response rate is
adequate, 59% good and above, and above 69% iguedy

Table 4.1: Analysis by Response Rate

Category Frequency Percent
Sample Population 72 100.00
Response 53 73.61
No Response 19 26.39

According to (Mugenda and Mugenda, 2003), a 50%amese rate is adequate, 60% good and
above 69% rated very high. Based on this asseti®mnesponse rate for this study can be said to
be very good at 69.14%, which was high above 6%though the results were interpreted to
indicate a very good response rate, a failure 3% to respond might have been explained by
some of the respondents being out of reach byitiee the study was being conducted. All those
who responded answered all the questions in thetigneaire quite well without leaving any

guestions unanswered. The answers were given hygthtesource and were accurate.
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4.3 Respondents’ Demographics

4.3.1. Gender

The respondents were requested to state their Gandethe results obtained were recorded in
Table 4.2.

Table 4.2: Analysis by Gender

Gender Frequency Percent
Male 27 50.94
Female 26 49.06
Total 53 100.00

From the results, a majority of 50.94% were male&la96 were female. The gap between the
two was very small. The male, who were the majarnade up 50.94% as the female took up the
remaining 49.06%. If the male lost 0.88% to thed#mthe male would have been the same as
the female. This was showed that there was gendersdty in the distance learning.

4.3.2 Respondents Age
Further, the respondents were requested to inditete age bracket and the results were

recorded in Table 4.3.

Table 4.3: Analysis by Respondents Age

Age Bracket Frequency Percent
Below 20 years 0 0
21 to 30 years 28 52.83

31 to 40 years 20 37.74
41 to 50 years 4 7.55
Over 50 years 1 1.89
Total 53 100.00
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The results showed that majority of the respondemit® formed 52.83%, were between 21 and
30 years. They were followed by those who indicated they were between 31 and 40 years,
who formed 37.74%. Those who showed that they weteeen 41 and 50 years formed 7.55%
as 1.89%% showed that they were over 50 years. Nbtiee respondents was below 20 years
which is a clear indication that distance learreges mostly young adults between ages 21 to 40

years.
4.3.3. Highest Level of Education
The respondents were requested to indicate thghebt level of education and the results

recorded in Table 4.4.

Table 4.4: Analysis by Highest level of education

Highest level of education Frequency Percent
Undergraduate Degree 42 67.92
Masters Degree 11 20.75
Total 53 100.00

The results showed that most of the respondents wedergraduates who formed 67.92% while
20.75 had a Masters degree. This indicates that distance learners are undergraduates.

4.3.4. Period have been in Employment

The respondents were requested to indicate thedéney had been in employment and the
results were recorded in Table 4.5.
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Table 4.5: Analysis by Period have been in employme

Period have been in employment Frequency Percent
Below one year 6 11.32
1-5years 22 41.50
6 - 10 years 14 26.42
11 - 15 years 8 15.09
16 - 20 years 3 5.67
Total 53 100.00

The results showed that majority of the respondkatsbeen in employment for 1-5 years who
formed 41.50%. 26.42% had been in employment fdi0 6years. This indicates that most

distance learners are employed and have been ilogmgnt for between 1-10 years.

4.3.5 Highest Qualification that the Respondents ha Attained through ODL
The respondents were requested to indicate the highest qualification they attained

through ODL and the results were recorded in Table 4.6.

Table 4.6: Analysis by Highest Qualification that he respondents have attained through
ODL

Highest Qualification that you have attained throudn ODL Frequency Percent

Interrupted from distance Learning (dropped fromd¢burse) 2 3.92
Currently undertaking first course 9 17.65
Undergraduate Degree 36 67.92
Masters 6 7.84
Total 53 100.00

The results showed that majority of the respondeats attained undergraduate degree which
formed 67.92%. 7.84%, 17.65% and 3.92% had attaiMedters Degree, were currently

undertaking first course and had dropped from the&se respectively. This indicates that very
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few of the respondents had interrupted their coarsémost of them had done their first degree

through distance learning.

4.4 Student Retention in Distance Education Programes

The study sought to assess the study objectivey ukita collected on a 5-point Likert Scale and
the results accompanied the corresponding objectiVae study used in the scale; strongly
Disagree = 0: Disagree= 1: Neutral = 2: Agree =8trongly Agree = 4 to measure the

Dependent Variable (DV) and the independent vaemlflVs). The study further obtained a

mean for each indicator for each variable (both @\ IVs) and another mean the respective
variable. The ordinal data was moderated to obtiaén mean statistics; 0 — 0.8 for Strongly

Disagree; above 0.8 — 1.6 for Disagree; above 261-for Neutral; above 2.4 — 3.2 for Agree;

and above 3.2 — 4.0 for Strongly Agree. The inttigiion was first based on the Likert scale and
then checked against the mean for clarity. Theysaalight to establish the status of students’
retention. The results were recorded in Table. 4.7

Table 4.7: Analysis by student retention

Strongly Disagree  Neutral Agree Strongly

Indicator Disagree % % % % Agree % Mean

The learners support provided in distance learning
encourages me to persist until | graduate 0.00 70 7. 15.40 51.90 25.00 2.94

I intend to stay until completion of the academic
degree owing to the learners support provided in
distance learning 2.00 2.00 11.80 5490 29.40 3.08

The learner support services provided motivates me
to complete the course within the set period 3.80 5.1a 13.20 49.10 18.90 2.64

STUDENTS RETENTION 1.93 8.27 13.47 51.97 24.43 2.89

The results showed that most of the respondents farimed 51.90% (who were the majority),
indicated that that they agreed with the statertteit“The learners support provided in distance

learning encourages me to persist until | gradudteeé mean obtained from that statement that
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was 2.94, an indication that learners support jpleyiin distance learning encouraged the

students to continue pursuing ODL.

The results further showed that a majority 54.90%cated that they agreed with the statement
“l intend to stay until completion of the acaderdegree owing to the learners support provided
in distance learning”. The mean obtained in thessults was 3.08, which indicated the

respondents agreed with the assertion that theutshs provided learners support in distance
learning which motivated the students to stay uctinpletion of the academic degree. Other
results showed most of the respondents, who fod8etD% of the total response, indicated that
the learner support services provided motivateddbé. students to complete the course within

the set period. This was supported by the mean6df @n indication of agreeing with statement
“The learner support services provided motivates tmeomplete the course within the set

period)”. Overall, the results showed that studeetsntion status was high with an overall mean
of 2.86 (which meant agree) and a majority of 5ir@cating that they agreed that this was the

case.

4.5 Guidance and Counseling and Student Retention

Guidance and counseling was the main variable sesséng the first objective. Objective one
was to establish the extent to which guidance anohgeling influences retention of students in
distance education programmes. In institutions ighdr learning. As with earlier results, the

data collected on a 5-point Likert Scale (0: Stigrigisagree; 1: Disagree; 2: Neutral; 3: agree;
4: Strongly Agree) and the means interpretationevas below; 0 — 0.8 for Strongly Disagree;
above 0.8 — 1.6 for Disagree; above 1.6 — 2.4 feuthl; above 2.4 — 3.2 for Agree; and above
3.2 — 4.0 for Strongly Agree. The results obtainede recorded in Table 4.8.

38



Table 4.8: Guidance and counseling

Strongly Disagree Neutral Agree Strongly

Indicator Disagree % % % % Agree % Mean

Guidance and counselling coordinates the

accumulation and interpretation of information

concerning learners 0.00 5.70 20.80 50.90 22.60 129
The institution helps identify learners with spécia

needs and abilities and recommends appropriate

actions 0.00 24.00 24.00 36.00 16.00 2.44
Through guidance and counselling learners are

assisted in selecting and making use of available

opportunities within the institution and market a9 17.00 13.20 4340 2450 2.72
Placement assists learners to make appropriate

choices of courses of study, transitions of next

level of education, choice of subjects and poténtia

for future employment 0.00 13.20 17.00 39.60 30.20 2.87

Follow-up helps with the development of a

systematic plan for maintaining contacts with

former learners 3.80 15.10 20.80 30.20 30.20 2.68
During Follow-up the learning institution

evaluates and updates the institution’s programme

of courses, course content and guidance and

counselling plans. 5.70 15.10 15.10 35.80 28.30 62.6
Counsellors seek, collect, and disseminate

information which will assist learners to make

better choices and plan their educational lives 03.8 19.20 17.30 40.40 19.20 2.52
There are consultations with guardians, tutors, in

order to enhance the relevance, effectiveness and

quality of learning 5.70 22.60 18.90 37.70 15.10 342.

GUIDANCE AND COUNSELLING 2.61 16.49 18.39 39.25 28. 2.64

The results showed that most of the respondents, fadimed 50.90%, indicated that Guidance
and counseling coordinates the accumulation andrgretation of information concerning
learners which led to students’ retention as thammaf 2.91 indicated that the such Learners’
Appraisal (coordination of the accumulation andeiptetation of information concerning
learners) highly influenced students’ retention.gViof the respondents agreed with the assertion

that the institution helps identify learners withesial needs and abilities and recommends
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appropriate actions. According to the results otgdifrom the respondents, 36% who were the
majority agreed with this assertion. This was sufgabby a mean of 2.44 which indicated that
institutions’ identification of learners’ needs aaMilities and subsequent recommendations for
appropriate action influenced students’ retentfeurther, 43.40% of the respondents agreed that
through guidance and counseling learners are edsistselecting and making use of available
opportunities within the institution and market.eThesults of the assertion yielded a mean of
2.72 which is a clear indication that guidance aodnseling has an influence in student’s
retention. The results also showed that 39.60%efréspondents agree with the assertion that
placement assist learners to make appropriate ehoiccourses of study, choice of subjects and
potential for future employments which leads tadstuts’ retention. The mean of the results was
2.87. On guidance and counseling still, 30.20%hef tespondents agreed that follow up helps
with the development of systematic plan for mamtag contacts with former learners. 24.50
strongly agree with the assertion. The resultsefioee suggest that this aspect of guidance and
counseling lead to students’ retention. The assestielded a mean of 2.68.

Further 35.80% of the respondents (which is theonitg) agreed that during follow up the

learning institution evaluates and updates thatutgins programme of course, course content
and guidance and counseling plans; 28.30% stroagiged while 15.10% disagreed. Finally

respondents were asked to indicate the level ofemgent with the assertion that there are
consultations with guidance tutors in order to emesathe relevance, effectiveness and quality of
learning. 37.70% of the respondents agreed 15.1080gdy agreed while 22.60 disagreed. This
shows that majority of the respondents agree tleetare consultations which lead to students
retention. Generally, guidance and counseling kighfluences students retention in distance

education programmes.

4.6 Administrative Support and Student Retention

Administrative Support was the main variable in eassng objective 2; to assess how
administrative support offered to students in togbns of higher learning influence their
retention in distance education programmes. Thaystiata collected on a 5-point Likert Scale
(O: Strongly Disagree; 1: Disagree; 2: Neutral;a8ree; 4: Strongly Agree) and the means
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interpretation were as below; 0 — 0.8 for Strorglgagree; above 0.8 — 1.6 for Disagree; above
1.6 — 2.4 for Neutral; above 2.4 — 3.2 for Agreegl @above 3.2 — 4.0 for strongly agree. The

results obtained were recorded in Table 4.9.

Table 4.9: Analysis by Administrative Support

Strongly Disagree Neutral Agree Strongly

Indicator Disagree % % % % Agree % Mean

The administrative support ensures that the materia
to learners urgently 1.90 22.60 17.00 49.10 9.40 42 2.

The institution ensures that all the learners acces
their material as appropriate 3.80 13.50 19.20 @6.27.30 2.60

The learners’ records are always up to date and
reflect the current status of information 11.30 03.8 28.30 39.60 17.00 2.47

There are opportunities for financial aid to
deserving learners 17.00 22.60 30.20 2450 5.70 9 1.7

The learning institution makes arrangement for
learners to obtain desired financial help 15.10 260. 28.30 26.40 0.00 1.66

The administration ensure that the learning sesvice
are effectively delivered 0.00 5.80 17.30 65.40 501. 2.83

Learners’ time is not wasted regardless of the
prevailing circumstances 3.80 17.30 19.20 44.20 4a5. 2.50

ADMINISTRATIVE SUPPORT 7.56 16.54 22.79 4220 10.90 2.32

From the results, most of the respondents, who édrd0.10%, showed that the administrative
support ensured that the materials are deliverddamers urgently. The results show that the
mean was 2.42, which simply meant that the funabibtihe administrative support ensuring that
the materials are delivered to learners urgentiliyiinfluenced students’ retention. The results
showed most of the respondents, who made up 46.2@ficated that that institution ensured

that all the learners access their material asogpjate. The mean was 2.60, which indicated that
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ensuring that all the learners access their matasiappropriate highly influenced the students’
retention. The study found that most of the respotgl who made up 39.60% of the
respondents, agreed that learners’ records wer@yalup to date and reflect the current status of
information. The mean obtained was 2.47, an intinathat record keeping highly influenced

the students’ retention.

It was found that most of the respondents, who mgd@0.20%, indicated that they were neutral
on the statement “There are opportunities for fan@naid to deserving learners” and the mean
was 1.79. This was indication that that the avé&lapportunities for financial aid to deserving

learners moderately influenced the students’ raientThe results showed that most of the
respondents, who made up 30.20% of total respamdieated that they disagreed the statement
“learning institution makes arrangement for leasner obtain desired financial help.” The mean
obtained was 1.66, an indication that failure tkenarrangement for learners to obtain desired

financial help lowly influenced the students’ rdten.

It was shown that a majority of 65.40% of the tatdponse indicated that they agreed that
administration ensured that the learning servicese#fectively delivered, with a mean of 2.83,
which indicated that assurance by the over effed@arning services delivery highly influenced
the students’ retention. From the results, mosthaf respondents, who made up 44.20%,
indicated that they agreed that learners’ time wat wasted regardless of the prevailing
circumstances and the obtained was 2.50, an inglicdbat the saving of learners’ time by
institute highly influenced the students’ retenti@verall, 42.20% of the respondents showed
that administrative support affected the retentibstudents. The mean obtained was 2.32, which

mean that administrative support moderately aftette students’ retention.

4.7 Analysis by Tutorial Support and Students Retetion

Tutorial Support was the main variable in assesshbjgctive three; to establish the influence of
tutorial support on retention of students in disgreducation programmes in institutions of
higher learning. As with earlier results, the datdiected on a 5-point Likert Scale (0: Strongly
Disagree; 1: Disagree; 2: Neutral; 3: agree; 4r&fty Agree) and the means interpretation were
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as below; 0 — 0.8 for Strongly Disagree; above -0.8.6 for Disagree; above 1.6 — 2.4 for
Neutral; above 2.4 — 3.2 for Agree; and above 3420-for Strongly Agree. The results obtained

were recorded in Table 4.10.

Table 4.10: Analysis by tutorial support

Strongly Strongly
Disagree Disagree Neutral Agree Agree
Indicator % % % % % Mean

The tutors are accessible and ready to help as and

when required by the learners 3.80 9.40 20.80 49.107.00 2.66
The institutions allows the learners to contact the

tutor using electronic systems such as mobile, lemai

and related systems 0.00 3.80 3.80 50.90 41.50 3.30

The tutors always assist when contacted by the
learners 3.80 9.40 18.90 43.40 24.50 2.75

The tutors provide effective face to face tutorial
sessions to the learners at certain times 5.70 5.70 18.90 47.20 22.60 2.75

The Instructional materials are submitted the
learners at the appropriate time 1.90 15.10 11.30 0.9 20.80 3.13

The learners have access to the library without any

restrictions. 3.80 9.60 13.50 59.60 13.50 2.69
The library contains up to date learning materials 3.80 0.00 3.80 43.40 49.10 3.34
The library material is very helpful to the learner 0.00 3.80 15.10 37.70 43.40 3.21

The learners always obtain feedback after every
enquiry or session 0.00 0.00 11.30 4530 43.40 3.32
The feedback system is very effective 7.50 20.80 .3@8 28.30 15.10 2.23

There are regular feedback from the course
instructor 5.70 24.50 32.10 28.30 9.40 211

TUTORIAL SUPPORT 7.50 13.20 24.50 49.10 5.70 2.32
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The results in Table 4.9 about Tutorial Supportwehthat most of the respondents, who formed
66.1% of the total respondents indicated that tier$s were accessible and ready to help them
and when required by the learners. A majority o492 indicated that the institutions allowed
the learners to contact the tutor using electra@yistems such as mobile, email and related
systems. 67.5% of the total respondents indicttati when tutors are contacted, they always
assist the learner. The results also showed th86%9 of the total respondents agree that tutors
provide effective face to face tutorial sessions the learners at certain times. A
majority71.7%of the total respondents indicated the instructional, materials for learners are
submitted at the appropriate time. The resultth&urindicated that most of the respondents,
who formed73.1% of the total respondents, have sscte the library without any restriction.
The respondents were also asked to indicate tévedl lof agreement with assertions on timely
feedback. The results showed that 88.74 % of thporedents agreed that they obtain feedback
after every session, 37.74% agree that feedbadkmsgsare very effective while 28.30% agree
that there is regular feedback from the courseungir. From these findings it is quite clear that

tutorial support highly influences student retentio distance education programmes.

4.8  Mentoring and Student Retention

Mentoring was the main variable in assessing theticobjective; to find out the extent to which
mentoring influences retention of students in distkaeducation programmes in institutions of
higher learning. The data collected on a 5-poiketti Scale (0: Strongly Disagree; 1: Disagree;
2: Neutral; 3: agree; 4. Strongly Agree) and thenseinterpretation were as below; 0 — 0.8 for
Strongly Disagree; above 0.8 — 1.6 for Disagreeyall.6 — 2.4 for Neutral; above 2.4 — 3.2 for
Agree; and above 3.2 — 4.0 for Strongly Agree. fidsellts obtained were recorded in Table 4.11.
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Table 4.11: Analysis by Mentoring

Strongly
Disagree Disagree Neutral Agree Strongly

Indicator % % % % Agree % Mean

Learning improves as a result of participationhia t

Distance Education Mentoring Program. 1.90 9.40 094 6230 17.00 2.83
Understanding of course contents improve as atresul
of participation in Mentoring Program 1.90 7.50 .5 6420 18.90 291

Learners are able to apply the skills and knowledge
acquired from the Distance Education Mentoring

Program 0.00 7.50 9.40 56.60 26.40 3.02
Mentors devotes time to establish good rapport with

learners 5.80 13.50 15.40 55.80 9.60 2.50
Mentors always provide learners with career support3.80 15.40 19.20 50.00 11.50 2.50
Mentors exhibit strong interpersonal skills witkan

professional framework 2.00 13.70 25.50 41.20 17.60 2.59
Mentors have an open door policy encouraging

learners to freely offer suggestions. 1.90 11.50 2@1 4040 25.00 2.75

Learners’ opinions and suggestions for improvement
in distance education are always encouraged and
welcomed. 7.50 11.30 17.00 4150 22.60 2.60

Opinions and suggestions offered are thoughtfully

considered 5.70 18.90 30.20 35.80 9.40 2.25
Mentoring encourage working as a team to solve

problems. 1.90 5.70 7.50 60.40 24.50 3.00
When problems occur, mentors are more interested in

better understanding processes 3.80 18.90 13.20 .9050 13.20 2.51
MENTORING 3.29 12.12 15.95 50.83 17.79 2.68

The results in Table 4.11 about mentoring indich#d 79.3% of the total respondents agree that
learning improves as a result of participationhe tlistance education mentoring programme.
The results on the table also show that 83.10%hef respondents agree to assertion that
understanding of course contents improve as atregplarticipating in mentoring programmes.

A majority of 83% of the respondents agreed thatrlers are to able to apply the skills and

knowledge acquired from the ODL mentoring programniée results suggested that majority
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of learners are able to apply the knowledge anilssktquired in mentoring programmes which
lead to better retention of student. The resporsderte asked to respond to assertion on quality
of the mentoring relationship in ODL. The resulssirdicated on Table 4.10 shows that 65.40%
of the respondents agree that mentors devote tirestablish good rapport with learners. 58.8%
agree that mentors exhibit strong interpersonallsskvithin a professional framework and
64.10% agree that mentors have an open door pelmpuraging learners to freely offer
suggestions. These results therefore suggesthbaguality of a mentoring relationship highly
influenced retention of students. The study alsaghbto find out the view of the respondents
towards the collaborative nature of the mentorimggpammes. The results on Table 4.10
indicates that 45.2% of the respondents agree dpations and suggestions offered are
thoughtfully considered, 84.90% of the respondegteed that mentoring encourage working as
a team to solve problems while 64.1% agreed thatnwproblems occur mentors are more
interested in better understanding process. Theltsepointed out that collaboration of the
learners with the mentors has an influence on ststestention. This is because majority of the
students agreed with the statements on collaborafibis formed 68.62% of the respondents. In
conclusion, from these findings it is very cleaatthmentoring highly influences student

retention in distance education progammes.
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CHAPTER FIVE
SUMMARY OF FINDINGS, DISCUSSIONS, CONCLUSION AND
RECOMMENDATION
5.1 Introduction
This chapter provides the summary of findings, tusions as well as the recommendations
based on the findings. It further highlights teeearch gaps the researcher felt should be filled
by further research as well the limitations of ¢iiedy. The conclusions and recommendation

were based on the study objective.

5.2 Summary of Findings

The general objective of the study was to deterrthieeinfluence of learner support services on

ODL students’ retention. The study found that theas high students’ retention. The study also
found that the institution provided learners suppordistance learning, which encouraged the
students to continue pursuing ODL. Further, ingitprovided learners’ support in distance

learning which motivated the students to stay wtihpletion of the academic degree. Due to
the intervention of the institution in ensuringrear support services are provided, the learners

were motivated to complete the course within theseod.

5.2.1 Guidance and Counseling and Retention of Stadts

The study found out that guidance and counseligblhiinfluenced students’ retention. It was
specifically found that Learners’ Appraisal (coaraion of the accumulation and interpretation
of information concerning learners) highly influedcstudents’ retention and through guidance
and counseling learners are assisted in seleatidgreaking use of available opportunities within
the institution and market. The study also foumat placement highly assisted learners to make
appropriate choices of courses of study, transtwinnext level of education, choice of subjects
and potential for future employment, which highlyfluenced students’ retention. Further,
follow-up highly influenced students’ retention told was also found that the process of
counselors seeking, collecting, and disseminatirfgrination which would assist learners to

make better choices and plan their educationak livighly influenced students’ retention and
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consultations with guardians, tutors, in ordernbance the relevance, effectiveness and quality

of learning moderately influenced students’ retamtoo.

5.2.2 Administrative Support and Student Retention

The study found that timely dispatch of course malte highly influenced students retention; the

administrative support ensured that the materialetyners and it also ensured that all the
learners accessed their material as appropriatap{@te record keeping (registrar services) was
to have highly influenced the students’ retentidhe learners’ records were always up to date
and reflected the current status of informationwieer, the available financial aid was found to

be inadequate to ensure students’ retention. Tlwere moderate opportunities for financial aid

to deserving learners and the learning institutishnot make arrangement for learners to obtain
desired financial help which lowly influenced thadents’ retention. Service delivery was found

to have highly influenced the students’ retentibhe administration ensured that the learning
services are effectively delivered and learnersetwas not wasted regardless of the prevailing

circumstances Overall, administrative support matidy affected the students’ retention.

5.2.3 Tutorial Support and Retention of Students

The study found that tutorial support highly infiwed the students’ retention. Among the
indicators of tutorial support, the study found ttiator contact have highly influenced the
students’ retention. The tutors were accessibleraady to help as and when required by the
learners, the institutions allowed the learnersawotact the tutor using electronic systems such as
mobile, email and related systems, tutors alwags#sl when contacted by the learners and the
tutors provide effective face to face tutorial s@ss to the learners at certain times. The study
found that instructional materials highly influedcéhe students’ retention. The instructional
materials were submitted to the learners secuthby,institution ensured that all the learners
always accessed their material as appropriatettendstructional materials were submitted the
learners at the appropriate time. The further fotirad Access to the library highly influenced
the students’ retention. The learners had accetgettbrary without any restrictions, the library
contained up to date learning materials, and tirary materials were very helpful to the learner.
There was sufficient library material which verghiy helped the learners and this very highly

48



influenced the students’ retention. The study fotimat the Timely feedback highly influenced
the students’ retention. The learners always obthfeedback after every enquiry or session, the
feedback system is moderately effective and theeeewegular feedback from the course

instructor.

5.2.4 Mentoring and Retention of Students

The study showed that mentoring highly influendesl dtudents’ retention. This is where transfer
of instructional design principles was found to Hyginfluence the students’ retention. The
learning improved as a result of participation e tdistance education mentoring program,
understanding of course contents improve as atreSplarticipation in mentoring program and

learners were able to apply the skills and knowdedgquired from the distance education
mentoring program. The study also found that thalityuof the mentoring relationship highly

influenced the students’ retention. The mentorsote time to establish good rapport with
learners, mentors always provided learners witheararsupport, mentors exhibited strong
interpersonal skills within a professional framerkv@nd mentors had an open door policy

encouraging learners to freely offer suggestions.

The study found that the collaborative nature @& pnogram highly influenced the students’
retention. The learners’ opinions and suggestiensrhprovement in distance education were
always encouraged and welcomed, opinions and stiggesoffered were thoughtfully
considered and mentoring encouraged working asaen te® solve problems. Lastly, on
collaborative nature of the program, the study tbthat when problems occurred, mentors were

more interested in better understanding processes.

5.3 Discussions of the Study

The study aimed at finding out the influence ofnlerasupport services in distance education
programmes. The findings of the study are a proaf kearner support services indeed influence
student’s retention in distance education prograsamhis is quite similar to studies done earlier
by other researchers. The discussions provide gaative analysis of the study in relation to

other studies done by other researchers as revigwhd literature review.
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5.3.1 Learner Support and Student Retention in Distnce Education Programmes

It is clear from the result analysis that adoptodreffective learner support systems has a high
influence on students’ retention in distance edapnaprogrammes in institutions of higher
learning. This is because most of the respondeageeed with the statements provided in the
guestionnaire given to them to find out the extenthich various learners support services
influence students’ retention. Majority of the resgdents who formed 54.90% felt that provision
of learners support services encourage studemersist and complete their studies within the
stipulated time. The study sought the views of oeslents on the various support services; in
guidance and counseling, administrative suppottrial support and mentoring and the results
as earlier analyzed clearly indicate that all thesesices have a high influence on students’
retention in distance education programmes. Tleeaegeneral consensus that these services help
to improve retention of students in ODL. This im#ar to studies done by Taiti (2003),Rovial
and Downey (2010), Mbwesa ( 2014) who agree thadvision of effective learner support
services increases motivation of learners, makethere confident in the use of technology

hence they are able to persist and avoid droppiihg o

5.3.2 Guidance and Counseling and Retention of Stadts

The study found that guidance and counseling higfilyences students’ retention and the main
factors enhancing this were; proper and effectearriers’ appraisal schemes, placement and
follow-up mechanisms, information service systearsy consultancy. Hudson’s (1993) study
found that counseling students is seen as a foral@lin some ODL systems carried out by
counselors or tutor counselors (Daniel, 1979; Rsdoy 1989; Thorpe, 1993). Nortledge (1975)
found that It is important that all learner suppeetsonnel including administrators and clerical
staff provide guidance or advice to learners harsesawareness since guidance and counseling
is a highly skilled process which would ensure shid’ retention as was found in this study
(Thomas, 1974). Simpson (1992) found that guidaswteé counseling; ensures the learner’s
needs are clear; conceptualizing, pointing out reaittions and other ways of seeing an issue,
consequent action; and agreeing to what the conmnaed learner each might do as a result of

their discussion. This would eventually lead talstuis’ retention as found in the present study.
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5.3.3 Administrative Support and Student Retention

The study found that the administrative supportuest$ that the materials are delivered to
learners urgently, ensured that all the learnecessctheir material as appropriate, records are
always up to date and reflect the current statusfofmation, learning services are effectively
delivered, and time was not wasted regardless @fptievailing circumstances. These factors
influence retention of students as shown in thdifigs. Tait, (2003) asserts that the students
support especially effective information and adstiritive systems provide a range of activity
that impacts not only in terms of teaching but a$ectiveness, that is to say reinforcing the
students’ sense of confidence, self esteem andgseg

5.3.4 Tutorial Support and Retention of Students

The study found that tutorial support generallyluahced students’ retention in distance
education programmes. In particular, the study dotimat tutors availability and readiness to help
learners, tutor contact, effective face to faceoriats and timely feedback after enquiry or
sessions, access to the library and timely prowisid instructional materials have a high
influence in retention of students. This concurthviindings from other studies. Mbuva, (2007),
for instance argues that distance education pragesnshould be developed to promote and
facilitate healthy interactions between the learaed the instructor. Face-to-face sessions are
critical as they create a platform that allows natéion between students, and between students
and tutors/lecturers, for mutual benefit. Accordindrobinson,(1981), these sessions are mostly
for motivation, induction and briefing, reviewingn aassignment, preparing assignments,
reviewing a section of the learning materials, exply common difficulties, remedial work, skill
development, preparing for exams and consolidatiaye and Rumble (1972) argue that in
distance learning system, most if not all the leagriakes place through instructional materials
so that the tutors function changes to dealing wttblems arising from the study of the written
materials and to acting as intermediary betweerstingent and course writers.

5.3.5 Mentoring and Retention of Students
According to Bolgle (2010), apparent retention gahup to 20% with a return on investment of

up to 295 may be possible after the linking of stud in the form of mentoring and peer
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support. According to (Portner,1998), in order foentoring to be effective a mentor has to
function by relating, assessing, coaching and ggidHe continues to argue that the relationship
between the mentor and mentee is built on mutuat,trespect and professionalism. This is also
in line with the current study since the study fdwut that that learning improved as a result of
participation in the distance education mentoringpgpam. The study indicated that
understanding of course contents also improvesresudt of participation in mentoring program.
The factors that were considered in this study weemnsfer of instructional design principles,
qualities of a mentoring relationship and collaltioe nature of the mentoring programme. It
was found that all these highly influenced studem®ntion in distance education programmes.
This is similar to Bolgle’s (2010) study whichdinates that there are retention gains from

mentoring programmes in distance education.

5.4  Conclusion of the Study

The study concludes that guidance and counselwgich is ensured by putting in place proper
and effective learners’ appraisal schemes, placemet follow-up mechanisms, information
service systems, and consultancy; administratiygosrt pegged on ensuring continuous and
effective dispatch of course materials, completon@ keeping (registrar services), providing
adequate financial aid and effective service dejivdutorial support characterized by
supportive tutor contact, up to date Instructiomalterials, unlimited access to the library and
Timely feedback and mentoring based on implemengéingeffective transfer of instructional
design principles, ensuring high quality of the toeing relationship and ensuring collaborative
nature of the ODL program have a high influencestudent retention in Distance Education
programmes. Therefore, learner support servicekieinfe student retention in Distance

Education Programmes in institutions of highernéeay.

5.5 Recommendations of the Study
Based on the findings of this study, came up withfbllowing recommendations:
1. The higher institutions of learning in Kenya shouglement various policies and
procedures within their structures to set up sugfaé®DL guidance and counseling

program, these programs should be headed and rprofsssionals in guidance and
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counseling. The policies implemented should enthakethe team managing ODL
guidance and counseling report back to the instibut the state of affairs regularly
and all other stakeholders.

2. Secondly, the study recommends mentoring progranameesstitutionalized.
Institutions of higher learning should put in planentoring programmes that are
highly participative for learners, collaborativedainat enhance team work among
learners and mentors. Mentors should be trainedjtigp with skills, knowledge and
professionalism.

3. The study also recommends that institutions of éidgéarning should ensure that
there are effective face to face tutorials to sep@nt the instructional materials

provided to distance learners.

5.6 Suggestions for Further Study
The study suggests the following topics for furtbeerdy:
1. An assessment of -how support services influence €ibdents’ retention of in other
Counties.
2. Another study to establish what encourages stgdergontinue to the next academic
level.
3. Studies to determine other factors and how thdyenice students’ retention in distance
education programmes.
4. A repetition of the study after a period of timedetermine whether the same results

would be obtained.
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APPENDICES
APPENDIX 1

LETTER TO THE RESPONDENTS

UNIVERSITY OF NAIROBI

DEPARTMENT OF DISTANCE STUDIES

P.O BOX 92

KIKUYU
Dear Sir /Madam
| am a post graduate student in the universityairdbi and am carrying out a research on the
influence of learner support services on retentiates of students in distance education

programmes. You have been randomly selectedrtiipate in this study.

The attached questionnaire is part of this reseatady. Kindly respond to the questions
honestly. | would like to take this opportunelydssure you that the information you provide
will not be used anywhere else beyond this studg awill be treated with outmost
confidentiality. For this reason, you are requestetto write your name on the questionnaire.

Thank you for your co-operation.

Yours faithfully,

Doreen G Kiraithe
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APPENDIX II
QUESTIONNAIRE FOR STUDENTS

INFLUENCE OF LEARNER SUPPORT SERVICES ON RETENTION OF STUDENTS
IN DISTANCE EDUCATION PROGAMMES IN INSTITUTIONS OF HIGHER
LEARNING

Any information provided in this Questionnaire whié used for purposes of research only and
will not be divulged or availed to unauthorized smers

Tick the correct answer in the boxes provided agjahe questions where provided.
You need not write your name on the questionnaire.

Please answer the questions as accurately as lgossib

SECTION A: RESPONDENTS’ DEMOGRAPHICS
1. Please Indicate your gender byicking () in the appropriate box

Male Female
2. Please indicate your age on the table below. {Fthn the appropriate box

Age Bracket Please Tick only one box

Less than 20 Years
21to 30 Years

31 -40 Years

41 - 50 Years

Over 50 Years
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3. May you indicate your Marital status by ticking (\) in the appropriate box

Marital Status Please Tick only one box

Single

Married

4. Please indicate your highest level of education hicking (V) the appropriate box

Undergraduate Degree PhD Degree

Masters Degree

Any other please specify
5. For how long have you been in employment? Indicatey ticking (\) the appropriate
box.

Employment Status Please Tick only one box
Not at All
Below one year
1-5Years

6 -10 Years
11-15 Years
16 — 20 Years

Over 20 Years

6. What is the highest Qualification that you have atined through distance learning?
Indicate by ticking () the appropriate box.

distance learning Qualification Please Tick only one box

Interrupted from distance Learning

(dropped from the course)

Currently Undertaking first Course

Undergraduate Degree

Master
PhD Degree
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SECTION B: STUDENTS RETENTION
7. In this section the study evaluates the statusuolenits’ retention. Please indicate in your
opinion the level of agreement or disagreement aadtth of the following statements by
ticking (V) in the space corresponding to the correct answer.
Scale: Strongly Disagree =0; Disagree = 1; Neither2; Agree = 3; Strongly Agree = 4

Statements 0|12 ]|3)| 4

a. Graduation

I.  The learners support provided in distance learning

encourages me to persist until | graduate

b. Completion within the stipulated duration

I.  lintend to stay until completion of the academegke

owing to the learners support provided in distaeeening

II.  The learner support services provided motivatesame

complete the course within the set period

SECTION C: GUIDANCE AND COUNSELLING
8. In this section the study evaluates the main indrsaof guidance and counseling as shown

in grid below. Please indicate in your opinion ixel of agreement or disagreement with
each of the following statements on guidance anmhseling indicator. Please TicK in

the space corresponding to the correct answer.
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Scale: Strongly Disagree =0; Disagree = 1; Neither2; Agree = 3; Strongly Agree = 4

Guidance and Counseling Statements o 1 2

a. Learners’ Appraisal

I.  Guidance and counseling coordinates the accumalatd

interpretation of information concerning learners

Il.  The institution helps identify learners with spéciaeds ancd

abilities and recommends appropriate actions

b. Placement and Follow-up

I.  Through guidance and counseling learners are adsist
selecting and making use of available opportunitigksin
the institution and market

Il.  Placement assists learners to make appropriateaeshof
courses of study, transitions of next level of edion,

choice of subjects and potential for future emplepm

[ll.  Follow-up helps with the development of a systemplan

for maintaining contacts with former learners

IV.  During Follow-up the learning institution evaluatesd
updates the institution’s programme of coursesysmsu

content and guidance and counseling plans.

c. Information Service

I.  Counselors seek, collect, and disseminate infoomatihich
will assist learners to make better choices and fhlair

educational lives

d. Consultancy

I.  There are consultations with guardians, tutorsrder to

enhance the relevance, effectiveness and quallgaofing
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SECTION D: ADMINISTRATIVE SUPPORT

9. This section is about administrative suppbrtyour opinion indicate the level of agreement
or disagreement with each of the following statetmieRlease put a tidk/) on the space
corresponding to the correct answer in each quebetow.

Scale: Strongly Disagree =0; Disagree = 1; Neither2; Agree = 3; Strongly Agree =4

Administrative support Statement 0 |1 2 3 |4

a. Dispatch of course materials

I.  The administrative support ensures that the

material to learners urgently

Il The institution ensures that all the learners

access their material as appropriate

b. Complete record keeping (Registrar Services)

I.  The learners’ records are always up to date and

reflect the current status of information

c. Financial aid

I.  There are opportunities for financial aid to

deserving learners

[I.  The learning institution makes arrangement for

learners to obtain desired financial help

d. Service delivery

I.  The administration ensure that the learning
services are effectively delivered

II.  Learners’ time is not wasted regardless of thg

1%

prevailing circumstances
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SECTION E: TUTORIAL SUPPORT

10. This section is about tutorial support for distalening. In your opinion indicate the level
of agreement or disagreement with each of theiatig statements. Please put a fjgkon
the space corresponding to the correct answercim gaestion below.
Scale: Strongly Disagree =0; Disagree = 1; Neither2; Agree = 3; Strongly Agree =4

Tutorial support Statement 0 |1 2 3 |4

a. Tutor contact

I.  The tutors are accessible and ready to help a

[72)

and when required by the learners

II.  The institutions allows the learners to contact
the tutor using electronic systems such as
mobile, email and related systems

lll.  The tutors always assist when contacted by the

learners

IV.  The tutors provide effective face to face tutorial

sessions to the learners at certain times

b. Instructional materials

l. Instructional materials are submitted to thie

learners securely

Il The institution ensures that all the learner

[72)

access their material as appropriate

1l. The Instructional materials are submitted

the learners at the appropriate time

c. Access to the library

I.  The learners have access to the library without

any restrictions.

II.  The library contains up to date learning

materials
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lll.  The library material is very helpful to the

learner

d. Timely feedback

I.  The learners always obtain feedback after

every enquiry or session

II.  The feedback system is very effective

lll.  There are regular feedback from the course

instructor

SECTION G: MENTORING
11.This section is about mentoring in distance leaynin your opinion indicate the level of
agreement or disagreement with each of the follgwtatements about mentoring. Please
put a tick(\) on the space corresponding to the correct answesiéh question below.
Scale: Strongly Disagree =0; Disagree = 1; Neither2; Agree = 3; Strongly Agree = 4
Mentoring Statement 0 1 2 3 |4

a. Transfer of Instructional Design Principles

l.  Learning improves as a result of participationhe

Distance Education Mentoring Program.

[I.  Understanding of course contents improve as a
result of participation in Mentoring Program

lll.  Learners are able to apply the skills and knowlegdge
acquired from the Distance Education Mentoring

Program

b. Qualities of the mentoring relationship

I.  Mentors devotes time to establish good rapport

with learners

[I.  Mentors always provide learners with career

support
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[ll.  Mentors exhibit strong interpersonal skills witlain

professional framework

IV.  Mentors have an open door policy encouraging

learners to freely offer suggestions.

c. Collaborative nature of the program

I. Learners’ opinions and suggestions for
improvement in distance education are always

encouraged and welcomed.

[I.  Opinions and suggestions offered are thoughtfully

considered

[ll.  Mentoring encourage working as a team to solve
problems.

IV.  When problems occur, mentors are more

interested in better understanding processes

Thank you for your cooperation
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NATIONAL COMMISSION FOR SCIENCE,
TECHNOLOGY AND INNOVATION

Telephone: +254-20-2213471, 9™ Floor, Utalii House
2241349,310571,2219420 Uhuru Highway

Fax: +254-20-318245,318249 P.O. Box 30623-00100
Email: secretary@nacosti.go.ke NAIROBI-KENYA

Website: www.nacosti.go.ke
When replying please quote
Ref: No. NACOSTI/P/15/20706/8535 Date:
30" November, 2015

Doreen Gatakaa Kiraithe
University of Nairobi
P.O. Box 30197-00100
NAIROBI.

RE: RESEARCH AUTHORIZATION

Following your application for authority to carry out research on *“IYrfluence
of learner support services on students retention in distance education
programmes in institution of higher learning: A case of Kenya Methodist
University,” 1 am pleased to inform you that you have been authorized to
undertake research in Meru County for a period ending 25" November,
2016.

You are advised to report to the Vice Chancellor, Kenya Methodist
University, the County Commissioner and the County Director of

Education, Meru County before embarking on the research project.

On completion of the research. yvou are expected to submit two hard copies
and one soft copy in pdf of the research report/thesis to our office.

_s‘_,\![) HUSSEIN

FOR: DIRECTOR GENERAL/CEO
Copy to:

I'he Vice Chancellor
Kenya Methodist University.

'he County Commissioner
Meru County.
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MS. DOREEN GATAKAA KIRAITHE

" of UNIVERSITY OF NAIROBI, 0-60200
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on the topic: INFLUENCE OF LEARNER
SUPPORT SERVICES ON STUDENTS
RETENTION IN DISTANCE EDUCATION
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for the period ending:
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