§'T DURBAN
¥ £ UNIVERSITY OF
TECHNOLBGY

STAFF AND STUDENT PERCEPTIONS OF RESEARCH
STRUCTURES AND SERVICES PROVIDED BY THE FACULTY
RESEARCH OFFICES AT A UNIVERSITY OF TECHNOLOGY IN
SOUTH AFRICA

By

MUSAWENKOSI NGIBE

Submitted in fulfilment of the requirements of the Master of Technology Degree in
Commercial Administration

In the
Department of Information and Corporate and Management
Faculty of Accounting and Informatics

Durban University of Technology
Durban, South Africa

February, 2015

Supervisor: Prof P. Singh

Co-supervisor: Dr J. Skinner



STAFF AND STUDENT PERCEPTIONS OF RESEARCH
STRUCTURES AND SERVICES PROVIDED BY THE FACULTY
RESEARCH OFFICES AT A UNIVERSITY OF TECHNOLOGY IN
SOUTH AFRICA

By

MUSAWENKOSINGIBE

Submitted in fulfilment of the requirements of the Master of Technology degree in
Commercial Administration in the Department of Information and Corporate and
Management, Faculty of Accounting and Informatics, Durban University of Technology,
Durban, South Africa

I, Musawenkosi Ngibe declare that this dissertation is a representation of my own work both
in conception and execution.

0 | o320t

Date /

Student Namib
"]
]
\

Approval for final submission

oL ol [ 2p1 g
. Date / .




ABSTRACT

The higher education landscape in South Africa has undergone significant change
and transformation in recent decades, obliging all higher education institutions to be
more competifive and provide services of quality to atiract and retain students.
Since their emergence as universities in the years of 2003-2004 Universities of
Technology (UoTs) have been required fo engage in research and to improve
research output and throughput rapidly despite having their roots in a former colonial
and apartheid era in which they were required fo play a purely technical roie.
Importantly, the government funding formula for universities in South Africa is now
the same for all public universities (based on publications and throughput) even
though traditional universities were always research-oriented. This makes it likely
that UoTs will continue to lag behind traditional universities if drastic measures to
increase research capacity are not put in place. In order to service the provision of
this sustainable research output different measures and research structures have
therefore been designed by UoTs fo support the increasing pressure to produce M

and DTech graduates and upgrade the qualifications of teaching staff.

The purpose of this study was therefore to investigate the administrative support of
research services and structures at faculty level at a selected UoT; to provide
insights in terms of staff and student perceptions of postgraduate support and fo
make recommendations as to how to enhance existing research services and

improve research structures to support research functions.

The study was a case study of a selected UoT. it used mixed method research to
enable the researcher io collect both qualitative and quantitative data from
academics and M and DTech students and Faculty Research Office staff members.
Questionnaires and interviews were used as data collection instruments. Supported
by the Gap Mode! of service quality and delivery and an adapied SERVQUAL
instrument, the study sought to determine staff and postgraduate students’
perceptions and expectations of research structures and service quality across four

dimensions, namely reliability, responsiveness, assurance and empathy.



Analysis of the data revealed that Faculty Research Offices across each of the six
faculties were lacking in certain respects in providing research support and
development in each of the four identified service dimensions. They were particularly
lacking in terms of communicating the nature and details of the research support

services they offer.

The study concluded that with improved research structures and more skilled
personnel all research activities could be incorporated and be facilitated by Faculty
Research Offices, taking these functions away from departmental research
committees where these exist. It also concluded that by communicating these
research services through faculty orientations, workshop sessions, and online
forums, academics and students’ awareness would be enhanced. This could also
have a positive impact on handling research matters and processes, improving the
reliability of the research office services and allowing students {o associate with the

research office on a more regular basis.

This study therefore recommended that the identified quality gaps should be
attended to in order to improve research services. Further, issues of research
capacity development and support and service quality need to be urgently
considered by the institution in order in the longer term to be in a position to improve
enrolment and graduation rates, increase scholarly publications and confribute to the
knowledge society. Inviting research experts and drawing on the greater experience
and expertise of their Australian counterparis in the ATN network (with whom SA
UoTs have a formal MoU) could lead to further research and development in the
area investigated. This shouid go a long way in ensuring progress and growth in
research oufput within the faculties of the institution investigated and could be of

interest to other UoTs facing similar challenges.
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1.1

CHAPTER ONE
INTRODUCTION

BACKGROUND

Universities are the cornerstone of a better life as they strive for higher
teaching, and learning and especially for research productivity which involves
the production of new knowledge. According to Biermann and Jordaan
(2007:7), the state of research at Universities of Technology (UoTs) in South
Africa is however poor because of the scarcity of research expertise,
inexperienced supervisors, and supervisors working in fields outside of their
specialization. Mutula (2009:7) concurs that the Higher Education (HE) sector
in South Africa (SA) as a whole falls far short of first world countries and that
the transformation of technikons into Universities of Technology (UoTs) in

particular has involved a serious and ongoing deficit in research skiils.

As early as 2001 the National Plan for Higher Education (NPHE) prioritized
increased output of posigraduate students (specifically Masters and Doctoral
graduates); increased research oufputs and sustaining existing research
capacity and strengths, while simultaneously creating new centres of
excellence and focus areas in institutions where research capacity/potential
existed. it also advocated faciiitating partnerships and coliaborations in
research (specifically at the regional level), along with postgraduate training
and promoting articulation between the different elements of the research
system with the aim of developing a national research strategy (Essack and
Uys, 2009).

In 2004 the Department of Education (DoE) set an increase in postgraduate
enroiments and outputs as a strategic goal for the South African Higher
Education system as a whole (Singh, 2004:167). This was also the time when
UoTs were established as the successor institutions of the Technikons which
had had no responsibility for research output, nor were their staff required to
have masters or doctoral qualifications. As fully-fledged universities this now

changed and according to du Pré (2009:23), the DoE benchmarks planned for



2010 would require 40 and 60 percent respectively of academic staff to have
doctorates or masters degrees as a minimum qualification for teaching at a

University of Technology. This has not been achieved.

The Department of Higher Education and Training (DHET)'s requirements to
increase postgraduate enrolment, scholarly publications, postgraduate pass
rates, staff qualifications and the implementation of sustainable research
functions, meant that significant changes had to be made within Universities of
Technology which had their roots in technical education and had no research
culture to draw on. This has resulted in these universities striving to attract
respected research-active academics and formulating structures to boost
research outputs in order to generate government subsidy and address the

challenges of meeting their research output targets.

These chalienges in the HE system as a whole were identified as including low
throughput; decreasing government subsidies; inadequate research capacity;
poor preparation/grooming of students for postgraduate programmes:;
inconsistent postgraduate research guidelines and services; statutory research
permit requirements; bureaucracy in the admission process: slow thesis
examination processes; poor supervision; balancing occupations (employment)
and academic work for most postgraduate students; inadequate facilities: and
heavy teaching loads for staff, (Mutula, 2009:1). The slow growth in masters
and especially doctoral graduates was found to be more prevalent in 2007 than
it had been five year before (Mouton, 2007: 1078) and there is no indication
that this trend has been significantly arrested. it will be argued in this
dissertation that the great majority of these problems can be alleviated or

improved with the assistance of appropriate postgraduate support structures

In an email communication fo all staff on 01 November 2012, the Vice-
Chancellor and Principal of the University of Technology which is the subject of
this study, stated that currently only some 13% of the academic staff at the
university hoid a doctoral qualification; some 45% hold qualifications at masters
level; and that the University therefore falls far short of the targets set for UoTs

by the DHET. He also said that the project of increasing the number of staff

2



with doctoral qualifications is fundamental to the future sustainability and
wellbeing of University and that this had to be a focus of much of its attention
from 2013. He emphasized that postgraduate enrolments aiso fall short of the

target of 7% set by the DHET as currently these run at only between 2% and
3%.

For those institutions that plan fo increase their posigraduate enrolments and
outputs, it is clear that they will first need to create the institutional conditions
for this to occur (Singh, 2004:168). Klem and Connell (2004) agrees that
research management, or the ability to design and operate new structures and
processes for stimulating, guiding, and overseeing research is therefore a

major challenge for researchers and administrators alike.

Therefore this study has sought to ascertain the perceptions of academic staff
and postgraduate students concerning the research structures and services
provided by the Faculty Research Offices (FROs) at the seiected university.
The study uses the Service Quality (SERVQUAL’) instrument which was
developed by A, Parasuraman, L Berry, and A Zeithaml, in the 1980s (Gibson,
2009) but which remains a fespected research instrument today. This enables
the identification of gaps in required standards of service delivery across four
service dimensions, namely reliability, responsiveness, assurance and
empathy. It was used to assess students’ and staff perceptions and
expectations of the research service quality offered by the six FROs in the
University. The instrument enabled the researcher to evaluate the gaps
between the perceived and expected research services currentiy offered to the

university’s research community.

1.2 RATIONALE FOR THE STUDY
It is generally agreed that university academic staff do complex work in an
increasingly demanding environmeni. Traditionally, universities have defined
the role of academic staff according to the three domains of teaching, research,
and service, while responsibility for some administration has always also been
understood as part of their responsibilities. However the primary emphasis is

traditionally placed upon teaching and research with lesser emphasis upon
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service or administration (Houston, Meyer and Paewai, 2006:17). These
authors argue that university faculty (teaching staff) are motivated most strongly
by their core academic and disciplinary interests and are increasingly
challenged by the higher workioads and increasing responsibility for research
which is now being demanded of them. It could be claimed that this is
especially frue of Universities of Technology. This situation has in effect
intensified academic work and changed the former balance between research
and teaching towards a greater emphasis on research oufput. The situation
becomes particularly pressing as governments adopt performance funding as
the norm for the research budget components of higher education across alt
public universities. In addition, while all academics potentially have research
interests within their fields of expertise, all are not producing research output
which is accredited in South Africa by the Dok (North, Zewotir, Murray,
2011:1416) complicating the situation still further.

However research and teaching need not be mutually exciusive but are in fact
intertwined and can interact synergistically to increase the effectiveness of both

(Matthews, 2012:6).

Madue (2008:129) explains that with the increasingly competitive ailocation of
research funding and declining public funds for higher education, institutions
around the worid are not only facing significant pressure to produce research
outputs but are having to compete for faculty, grants and graduate students to

boost their revenue (Bienen, 2011:633).

De Villiers and Steyn, (2009), explain that in South Africa the Depariment of
Higher Education (DoE) allocates funds fo universities by means of a
government funding formula, largely focusing on the two outputs of student
throughput and research productivity. He further explains that each of the
South African Universities has developed its own strategies to improve the
delivery of these outputs so as to maximise their funding from the DoE. As a
result, all six UoTs in South Africa, t.e. the Cape Peninsula University of
Technology, the Durban University of Technology, the Vaal University of
Technology, the Tswane University of Technology, the Mangosuthu University

A



of Technology and the Central University of Technology have identified different

strategies to enhance student throughput and research productivity.

According to the Ministry of Higher Education and Training (2010}, universities
need to deliver the high level professional and occupational skills, research and
innovation required for economic growth and development — and this could be
seen as particularly the function of Universities of Technology which remain
industry and technology focussed. Further to this, the presidency's
Performance Monitoring and Evaluation (PME) sets targets for the Minister of
Higher Education and Training’s focus on specific areas that must align with the
Department of Higher Education and Training (DHET's) strategic goals and
objectives and also these targets focus on increased outputs of honours
graduates, research masters graduates, doctoral graduates and post-doctoral
fellowships. It couid be argued that the task of UoTs is now to find the
necessary synergy between these two sets of demands - that is befween
required economic growth and postgraduate research output. They are
arguably in an especially good position fo achieve this provided they can

develop their research capacity effectively.

While research activity, as explained above, is relatively new to UoTs it is
gradually developing although these institutions are siill not research intensive
compared to ftraditional universities. The idea of formulating research
structures to oversee research functions and acftivities has, however, helped to
improve research output in the most successful UoTs: These structures are
designed to co-ordinate and channel research activity. Some UoTs have
however been found to lag behind their counterparts and as a result their
research capacity progress has been slower. This may be due to many factors

but the research suggests that research structures and services to support and

develop research may have been lacking.

Mouton (2007) attributes the slow growth of doctoral graduates in South Africa

to serious systemic issues including:
< insufficient institutional attention and resources devoted to postgraduate

support;



1.3

“+ too many overburdened and inexperienced supervisors; and

% insufficient research preparation for doctoral students.

Addressing these challenges successfully seems possible only by establishing
Faculty Research Offices (FROs) with adequately trained and skilled staff o
support research activities such as capacity development, academic and
administrative assistance, research funding, and improved research
infrastructure. In addition new knowledge can be developed through enhancing
the intellectual capacity of researchers in terms of knowledge and skills,
motivation, and the supply and demand factors now in operation where the
demand for posigraduate qualifications has never been higher (Lues and
Lategan, 2006:110). Maintaining service quality in higher education plays a
significant role in enhancing educational standards and, at its best, should

provide continuous satisfaction to staff and students.

Shahin (2007) defines service quaiity as the situation where customer
expectations of service meet or exceed the perceived service. Jaipuria
(2006:22) agrees that good perceived quality is achieved when the experienced
quality meets the expectations of customers. Below are the research aims,

objectives and research design of the study.

RESEARCH AIMS, OBJECTIVES AND DESIGN

UoTs have been tasked to build and sustain research, increase throughput and
output and academic staff were requested to upgrade their qualification. The
need for functional research office to carryout research processes is pivotal.
The aim of this research was to ascertain the perceptions of academic staff and

postgraduate students towards the research structures and services provided

by the FROs at a selected UoT in South Africa.

In order fo achieve this aim, the following objectives were formulated. To

determine:
< how academic staff and studenis perceive the research services
provided by their faculty office;

% what research services are required by staff and students;

6



1.4

< what services are offered by each of the faculty research offices; and

< the structure of each faculty’s research office.

This research was a case study conducted within a mixed method paradigm
using both quantitative and quaiitative methods. Probability sampling was used
to select the respondents and collect data from academics and M and DTech
students who pariicipated in the questionnaire. Purposive sampiing was
empioyed to gather data from research office staff in order fo ensure sufficient
data to meet the objectives of the study. The sample was made up of
academic staff, MTech and DTech students, Faculty Research Co-ordinators

(RCs) and Faculty Research Officers (ROs). Data was collected from

~academic staff and students using questionnaires while interviews were

conducted with research office staff as a means of qualitative data collection.
Information gathered was based on the research structures and services

designed to sustain the research functioning of the University.

It is envisaged that the findings of this study will make recommendations for
improved research structures and the appointment of suitably qualified and
experienced research administrators to provide enhanced research services to
increase research output, and throughput of graduates at the university. This is
turn will translate into increased institutional government funding allocation

within the UoT coniext.

OVERVIEW OF CHAPTERS

This study consists of 5 chapters.

1.4.1 Chapter one: infroduction

Chapter one is an infroduction and provides the rationale for the study. This
chapter also indicates the aims and objectives of the study and the situation

faced by universities of technology in terms of research productivity.

1.4.2 Chapter two: literature review

Chapter two provides a review of the literature providing an overview of the

historical South African Higher Education landscape and the funding of

7



Universities of Technology. The Gap Model of service quality as the theoretical
framework of this study is also explained with emphasis on the importance of
Gap 5 as defined by the SERVQUAL model. The value of this instrument in
terms of identifying staff and postgraduate students’ expectations and

perceptions of service quality is explored.

1.4.3 Chapter three: Research methodology
Chapter three discusses the research design and methodology used for the
study. It describes the development of a sampling plan; the choice of data
collection instruments; the distribution of the academic staff, and the design of
M and DTech questionnaires. The reliability and vaiidity of the instruments used

in the study are also discussed.

1.4.4 Chapter Four: Analysis of results
Chapter four presents the data in tabular form, and provides an analysis and
discussion of the results gathered from academics, M and DTech students,

Research Co-ordinators and Research Assistants across the six faculties of the

University.

1.4.5 Chapter five: Conclusions and recommendations
Chapter five discusses the conclusions and recommendations arising from the
findings and provides a brief discussion on the limitations of the study aleng

with suggestions for further research.



2.0

2.1

CHAPTER TWO
LITERATURE REVIEW

INTRODUCTION

Chapter one provided an introduction to this study. The research problem was
identified and the aim of the study was presented together with the research
objectives. This chapter discusses the literature underpinning the siudy.
Presently, the literature pertaining to service quality in the higher education
sector is significantly undeveloped (Beaumont, 2012:12), while rather more
studies have focused on commercial services (Sultan and Wong, 2010).
However a study conducted by the Research Information Network (2010: 5),
found that Universities of Technology generally do not have solid structures to
support research services. They therefore concluded that these universities
should seek ways to develop services that will more effectively integrate the
collection, analysis and dissemination (internally and externally) of information
about their research activities. Where this is found to be lacking students may
favour UoTs that market themselves more effectively and whose information is

more easily accessible to both internal and external stakeholders.

The literature therefore supports the idea that universities can gain a
competitive advantage by improving the service quality that is offered to
students and academics. [t becomes increasingly important that universities
understand staff and students’ expectations and perceptions regarding the
service they offer. This chapter therefore discusses the literature pertaining to
the research role of higher education institutions in South Africa (HEls) with
particutar reference to research support structures and to the means of

investigating perceptions of service excelience.

A BRIEF OVERVIEW OF HIGHER EDUCATION IN SOUTH AFRICA

South Africa’s higher education system has its roots in the nation’s colonial and
apartheid past (Bawa, 2005) and, as a resuit, since the advent of democracy in
1994 it has been undergoing changes fo rid itself of the negative influences of

this past. Iis restructuring process was informed by what was known as



‘international best practice, which has become common amongst policy makers
around the world (Sehoole: 2006: 1). According to Du Pre (2009: vi) in 1967,
the government identified six technical colleges in SA which were developed as
Colieges of Advanced Technical Education (CATEs). in 1979 these CATEs
were redesignated ‘technikons’ and recoghised as post-secondary higher
education institutions. They offered career-oriented certificates and diplomas in
the first three years of the tertiary levei. For a long time technikons were not
regarded as part of the higher education (ME) sector (Imenda, Kongolo and
Grewal, 2004). However, after the promulgation of the Technikon Act in 1993
(Act 125 of 1993), they were licensed to offer degrees up to doctoral level

(Jinabhai, 2003 54) in addition to their exisfing ceriificates and diplomas.

In 1997, the Committee of Technikon Principals (CTP) recommended that
Technikons become ‘Universities of Technology’ taking into account that they
had already been granted degree-awarding status and also in order to bring
them in line with world trends (Du Pre, 2009: vi). Subsequently, in 2003,
Professor Kader Asmal (then Minister of Education), announced that some
technikons would be redesignated ‘Universities of Technology’ and that other
technikons would merge with universities to form comprehensive universities
(Du Pré, 2009: vii). UoTs came into existence in South Africa on 1 January
2004 (SATN, 2012). In that year six technikons were given University of
Technology status. Loosely the Australasian model for such institutions is being
followed, as Australia and New Zealand had also recently gone through a
transition from polytechnics (similar to South African technikons) to universities
of technology (Van Zijl, 2005). The transformation from Technikons to UoTs
was not always well received by their academic staff, as some staff members
found the process of transformation difficult, as was adapting o the new need
to balance teaching and research (Fourie, 1999). in line with this new focus,
research became a critical output of these institutions necessarily leading to the
need for staff members not only to publish but to upgrade their qualifications

(Cecil. Amolds, Regina,Stofile, Riyaadhand Lillah, 2013:3).

During 2004-2005, the higher education landscape altered completely with the

merging of institutions, which reduced the existing 36 HE institutions to 23 (de
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Villiers and Steyn: 2007). According to the Ministry of Education (2001) and
Teferra and Knight (2008; 388-389), these universities are divided into three
types as follows: '

- eleven institutions are traditional universities, namely, the Universities of:
Cape Town, Fort Hare, the Free State, Kwalulu-Natal, Pretoria,
Stellenbosch, the Western Cape, the Wiwatersrand, Rhodes and North
West;

- six are universities of technology (the former technikons) namely: Cape
Peninsula University of Technology, Central University of Technology,
Durban University of Technology, Mangosuthu University of Technology,
and Vaal University of Technology; and

- six are comprehensive universities, namely: University of Johannesburg,
Neison Mandela Metropolitan University, University of South Africa,
University of Venda for Science and Technology, Walter Sisulu University

for Technology and Science, and the University of Zululand.

Traditiona! universities offer theoretfically-oriented university degrees;
universities of technology are vocationally based; and comprehensive
universities offer a combination of both types of qualifications (Top Universities
home page, 2014). UoTs serve three functions in the higher education system,
namely to deliver learning programmes; to do research; and to focus on
technology from the viewpoint of various fields of study rather than a particular
field of study (Du Pré 2009:15). The 23 public universities are state-funded
institutions, with generally a low base of private income and are heavily
dependent on student tuition income. The private higher education institutions
depend largely on students’ fuition fees and private sector investment as they
are not funded by the state (Teferra and Knight, 2008: 389).

As recognised by the literature, the transformation of HE Is witnessing
numerous chalienges. du Pre (2005) identifies some of the challenges faced
by UoTs as the need for improvements in staff qualifications, the need to build
research capacity, and the need to increase research output, while at the same
time strengthening cooperative education and the links with industry, and

increasing the intake of postgraduate students. Badat (2007) adds that current
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difficulties experienced in the retention and reproduction of a new generation of

academics can be detrimental to HEls if not attended to promptiy.

STAFFING AND QUALIFICATION IN SOUTH AFRICAN UNIVERSITIES

The need to increase Africa’'s stock of PhD qualified staff has featured
prominently in many discussions and reports in recent years as it is part of a
broader concern with securing the ‘next generation’ of academics — a critical
foundation for universities, and something on which their future teaching and
research strength will depend (Harle, 2013). A major barrier for advancing
research and post-graduate fraining at South African universities is the low
proportion of academic staff with appropriate qualifications to oversee post-
graduate research and to advance knowledge creation. Overall, only one third
of full-time permanent academic staff hold doctoral degrees (CHE, 2009).
According to Ng'ethe, lravo and Namusonge (2012: 205) central to any
realization of university goals and objectives are the academic staff whose
number, quality and effectiveness either ensure or put in jeopardy the success
of their universities’ education production function. Piennar and Bester (2008)
concur that without well qualified and committed academic staff, no academic
institution can ensure sustainability and guality in the longer term. As discussed
in Chapter 1, Mapesela and Strydom (2005) argue that SA HE is facing an
unprecedented number of demands for increased public accountability;
responsiveness; capacity-building; efficiency and effectiveness. In this current
tertiary environment, increasing pressure is placed on academic siaff to carry

out research and to improve their qualifications (du Plessis, 2005: 1379).

According to Mapesela and Strydom (2005) the biggest challenge regarding
staffing in South Africa and other African countries is “brain drain” and the loss
of talented staff and experts within Africa’s academia to other continents
remains one of the critical problems facing universities here. The Council on
Higher Education (CHE, 2009) finds that staffing the HE sector continues to be
a challenge, particularly when it comes to aftracting and retaining suitably
qualified academic staff as there are few people qualified for academic work

and many academic staff fack master's and doctoral gqualifications. Also well

12



2.3

qualified people are often atiracied to careers in the private sector where

salaries tend to be higher.

FUNDING OF HIGHER EDUCATION IN SOUTH AFRICA

During apartheid two broad types of government funding were in place in South
Africa representing a division between the Republic of South Africa (RSA) and
the so-called ‘homelands’ of Transkei, Bophuthatswana, Venda and Ciskel.
This system existed up fo 1997. The first type was that of negotiated budgets
and was associated with the historically black universities and technikons. The
second was that of formula funding’ which was associated initially with the
historically white universities (Bunting, 2004). He explains that the historically
white universities, within the apartheid constraint of being required to serve the
‘white community’ only, were given considerable administrative and financial
powers. (For example, they decided how their funding grants from government
were to be spent, how many staff members they should employ, what their
tuition fees should be, and how any surplus funds should be invested).
However technikons were not given such privilieges. From 1987 through 2003,
government subsidies to HEls were based on the South African Post-
Secondary Education {SAPSE) subsidy formula (Mouton, Louw and Strydom,
2013:291). Meristotis and Gilleland (2000) add that this formula was largely
fulliime equivalent (FTE) enrolment driven, and, as such, funding was heavily
weighted by FTE levels. Hence HEIs received a subsidy from the government
on the basis of the number of subsidy students multiplied by various unit costs.
However the SAPSE formula proved to be problematic as it contributed to
institutional inequities by treating all HE institutions as equal (Council on Higher
Education, 2004). The White Paper on HE transformation rejected this formula
and proposed its replacement with a new model aimed at bringing greater

equity and efficiency into the HE system (Mouton, Louw and Strydom,

2013:291).

in the Education White Paper: A Programme for the Transformation of HE
(Education White Paper 3, July 1997), it was stated that a new funding
framework was required to facilitate the transformation of the HE sysiem

(Ministry of Education, 2003). The New Funding Framework (NFF) was then
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infroduced and gazetted in 2003 and according to The CHE (2007:31) the NFF
is goal-orientated and performance-related thus enabling the distribution of
government grants to institutions in line with national goals, priorities and
approved institutional plans. De Villiers and Steyn (2009) agree that in SA, the
Department of Higher Education and Training (DHET) allocates funds to
universities by means of a government funding formula which focuses largely
on the two key outputs of student throughput and research productivity. As
mentioned in Chapter 1 each of the South African Universities has developed

its own sirategies to improve the delivery of these outputs so as to optimize

their funding.

Pillay (2003:4) explains further that the extent of NFF subsidy consists of four
block grants, namely the teaching input grant (planned full-time equivalent
student enrolments) which includes provision for research training; the teaching
output grant (non-research graduates produced) which includes provision for
research training; the research output grant (publications and postgraduates
produced); and grants for other institutional factors (development). Woodiwiss
(2012) highlights that HEls are judged by expressing their weighted research
output as a percentage of their normed research output and the actual subsidy
earned by an institution is equal to the institution’s weighted research output.
Singh (2009:1192) cautions that in the short term, this funding formula could be
detrimental to some institutions and especially to universities of technology
which do not have strong research capacity or output. She argues that
universities with a low output are likely fo continue to underperform because
they will only be receiving small amounts of funding proportionate to their
output. This can be iliustrated through the government incentives offered for

research oufputs — these being ciearly more easily obtained by traditional

research-focussed universities.

fn an attempt to encourage and enhance research productivity in HEls, various
systems have been introduced, such as government subsidy that is granted to
HEIs in reward for research outputs (primarily journal publications and
postgraduate student graduations) (Woodiwiss, 2012). Tongai (2013) explains

that the government’s incentive system works by funding universities for articles
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published in accredited journal or peer-reviewed conference proceedings, or for
publication of books, measured in publishing units. The DHET subsidy is R120
000.00 per full publication although this couid fluctuate from year to year.
However, in addition fo the government subsidy, collaborative approaches with
other universities and countries have been implemented by HEls fo build
capacity (Harle, 2013) (a system noted below as potentially valuable if
implemented more rigorously between Australian and South African UoTs). In
addition universities have put in place postgraduate and/or research centres or
offices to develop, promote and improve research participation and capacity
among their staff and students (Zheng, 2012:16), this being clearly of special

relevance to the current study.

Bosch and Tayior (2011 443) raise a concern that many institutions are rooted
in a strong tradition of teaching and find it hard to develop research capacity
and produce research outputs. Macleod (2012) adds that research funding
under the NFF has been criticized for being a “zero-sum game” in which betier
performance across the sector resulis in decreased allocations as the pool of

funding remains static. Also the formula does not take into account the quality

of research outputs.

Globally, research has become a key factor in determining both the status and
funding for HEls (Bosch and Taylor, 2011). Academic staff are therefore under
great pressure fo be productive in research. In aspiring to maintain and/or gain
high-level profiles, all HEls must therefore strive to increase their research

output (Woodiwiss, 2012).

ROLE OF HIGHER EDUCATION INSTITUTIONS IN SA

Colleges and universities, in addition to their research missions, train and
educate future researchers (Matthews, 2012:08). They need to deliver the high
jevel professional and occupational skills, research and innovation required for
economic growth and development (Ministry of Higher Education and Training,
2010). Therefore universities play an important role in the provision and
development of the manpower required for the social, economic and

technological advancement of any nation.
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Badat (2007:07) concurs that the role of HE must necessarily intersect and
effectively engage with the economic and social chalienges of local, national,
regional, continental and global contexis. He also sees that universities offer
research-based teaching which is in contrast with other types of HEls devoted
to the provision of training and skills. However given the drastic increase in the
demand for tertiary education over the past decade, many universities have
been obliged to pursue both these missions with equal vigour even when
funding and other resources have been exiremely limited (Kearney, 2008:086).
Del-Palacio, Sole and Berbegal (2011: 40) agree that traditionally, universities
were responsible for providing education and developing research but that
subsequently their goals have become more ambitious in training people,
creating knowledge and in some cases, even transferring this knowledge to
industry. Such broadly-based but research-focussed missions are bound to
impact on the structures expected to uphold them, which will have to develop
accordingly. Beiow is a brief overview of HE systems with particular reference

to Australia due to its widely known research intensive UoTs.

A BRIEF OVERVIEW OF HIGHER EDUCATION SYSTEMS WITH
PARTICULAR REFERENCE TO AUSTRALIA

The researcher believes that it could be of benefit to the development of strong
faculty research offices in South African UoTs if they were to see their
counterparts in Australia as a benchmark against which fo measure
themselves. Australia has an overall reputation for scholastic excellence.
Williams, Rassenfosse, Jensen and Marginson (2012: 06) point to Australia as
being amongst the leading countries in respect fo tertiary education with
prolific, highly regarded and well-funded HEIs. Australian UoTs went through a
simifar route in terms of HE development, transformation and the re-
designation of colieges to institutes of fechnology and universities of
technology. They have high research intensive UoTs which are amongst the
top 500 universities in the world and these technical univesities have aiso
demonstrated success in research activities and have been able to benefit from
strong collaboration agreements with private organisations in a way which is

currently lacking in South Africa.
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Another reason for benchmarking with the Australian UoTs follows du Pré's
(2009: vi) explanation of the formal signing of a Memorandum of Understanding
(MoU)) between the South African Technology Network (SATN) and Australian
Technology Network (ATN) which enables the South African UoTs fo draw on
good practice of the ATN experience in developing their UoTs. This preceded
the South African experience by between ten and fifteen years. Thus far
however the evidence is lacking for South African UoTs having taken
advantage of this opportunity to draw on the Australian experience of

developing faculty research support structures.

in the last fwenty years, the higher education sector in Australia has undergone
tremendous changes in terms of organization, supervision, participation, and
financing. From the early 1970s to 1988, tertiary education in Ausfralia was
made up of three separate sectors: universities, colleges of advanced
education (CAEs) and tfechnical and further education schools and was
overseen by the Commonwealth Tertiary Education Commission. in 1988, new
policy directions were announced in a government White Paper and the binary
iine between universities and CAEs was abolished. The two sectors were
replaced with a new single, combined sector, the unified national system of
higher education. It is this higher education system together with vocational
education and training (VET) that makes up what is considered the “tertiary

education sector” in Australia (Higher Education Finance and Cost-Sharing in

Australia: 2006)

According to the Australian Education Network home page (2014) the
Australian Technology Network (ATN) is a coalition of five Australian
universities that share a common focus on the practical appiication of tertiary
studies and research. These universities therefore share a similar background
as SA UoTs in the way they distinguished themselves as technical colleges

before becoming accredited universities.

Similarly to SA UoTs, these universities also have Research Offices/Centres
who oversee research aclivities. These universities provide more or less

similar research services and support but in a more developed manner and with
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greater resources. What also stands out is their collaborative research which
involves industry partners, government (local, state and federal) and community
organisations.  According to the Queensiand University of Technology
homepage (QUT) homepage (2014) the Office of Research supports and
stimulates the development of QUT's research profile through the provision of
expert advice and assistance to the research community. They provide the
following: Funding opportunities, Collaborative research, Research data
management, Research Ethics, Workshops, presentations and seminars (on

different aspect to enhance research community) and Research Finance.

Resulting from this background the universities have developed a framework of
flexibility and innovation that continues to deliver practical results. The network
university members are as foilows:

» Curtin University of Technology

University of South Australia
RMIT University
University of Technology Sydney

Queensland University

[t remains the case however that Australia’s Go8 universities (equivalent to
South Africa’s traditional research universities) account for over two-thirds of
the research undertaken at Australian universities. Also Go8 universities attract
the highest levels of indusiry and competitive government grant funding for
research (Go8 Australia homepage, 2014) and it is likely that the research
output in Go8 universities will continue fo rise as they received $190.2 million
from international sources and $4130.6 million from donations, bequests and
foundation last year. The ATN universifies receive considerably less compared
to the Go8 institutions. The ATN universities however receive funding of $19.0

million from international sources and $25.3 million from donations, bequests

and foundation (Go8 Policy Note 4, 2012)

CHALLENGES EXPERIENCED BY HEIS IN TERMS OF STAFFING AND
RESEARCH GLOBALLY
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The ever increasing intake of students and the increasing demands of
academic work has resulted in many academics working longer hours than in
the past and expressing dissatisfaction with their working conditions (Vardi,
2009: 499). Amolds, Stofile and Lillah (2013:11) agree that there is an increase
in administration, feaching, research and supervision workioads. According o
Lee and McKenzie (2011:69) academic workloads and other requirements
(such as increasing administrative work, and supervision duties) has a negative
impact on the quality and output of supervision and research. They find that as
teaching worklioad and administration intensifies there is less and less time for

research and research supervision.

According to Burgess writing in 1996, there was already growth in the sector
that had not been matched by resources for staffing and this has continued and
been accompanied by a shift towards more competitive performance-based
funding exacerbating an already over-siretched workioad situation. Mapesela
and Strydom (2005:2) add that finding talented staff and experts in Africa’s
academia still remains one of the critical problems facing universities which are
experiencing a steady loss of academics to other countriesm to better-paying

universities or to the corporate world which offers appealing salaries.

According to the Ministry of Higher Education (2001) HE has a critical and
central role to play in facing the challenges of overall unsatisfactory quantity
and quality of graduate and research outputs, lack of representative staff
profiles, and the need for staff members to upgrade qualifications (CHE, 2009
73) with only around 8% of staff at UoTs holding doctorates, 12% at

comprehensive universities and 21% at universities.

CHALLENGES OF POSTGRADUATE RESEARCH
Research in most universities in Africa is hardly co-ordinated while there is
often, considerable variation in approach and even in fulflment of the

requirements for postgraduate research programmes (Mutula, 2011).

There are therefore many challenges facing postgraduate research especially in

Africa. Wadesango and Machingambi (2011:33) agree that postgraduate

19



2.8

students in UoTs are faced with the same but also some additional challenges —
one of the most common being supervision-related problems. In their study,
they found that students at UoTs find it difficult to pursue their studies as a
result of supervisors being too busy to be effective in their roles; lack of
feedback from supervisors due to enormous workloads; limited knowledge and
expertise in the field; communication gaps and disagreements about the
research project; and supervisors’ level of commitment and interest. This
situation can be better understood in the light of the number of posigraduate
students in SA universities having doubled over the past 15 years, whilst the
number of permanent academic posts has only increased by 40% over the
same period. This has resulted in academics being increasingly burdened with
an unrealistically high number of postgraduate students to supervise while often

facking experience of supervision roies (CHE, 2009).

POSTGRADUATE RESEARCH (PR) AND RESEARCH CENTRES (RCS) AT
SOUTH AFRICAN UOTS

Addressing these challenges successfully seems possibie only by establishing
structural research capacity such as a centre for research development and
support can provide. Such a centre can oversee research funding and provide
research infrastructure where new knowledge can be developed through
enhancing intellectual support for researchers in terms of the provision of
information, motivation, and support and guidance in general given the
increasing supply and demand for postgraduate quaiifications (Lues and
Lategan, 2006:110). This section will examine the current state of these
support systems in three leading South African UoTs. To have an
understanding as to how a range of developing UoTs operate in terms of
research, the researcher investigated the Durban University of Technology, the
Tswane University of Technology (TUT) and the Central University of
Technology to ascertain what is the role and purpase of their Research Offices

and what they offer in terms of postgraduate research services

2.8.1 Durban University of Technology (DUT)
According to du Pre (2009:18), the Postgraduate Development and Support

Centre at DUT was established in 2008 to enhance postgraduate research
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activities. The centre administers postgraduate scholarships and bursaries,
provides financial assistance, 'promotes research output, tracks postgraduate
exchanges and study visits, recruits international postgraduate students, and

assists existing staff to upgrade their qualifications. .

2.8.2 Tswane University of Technology (TUT)

As an emerging research institution the focus for TUT is on the development of
Research and Innovation (R&!) capacity in strategically selected areas of
strength (niche areas) that are relevant to national and regional needs, priorities
and opportunities. Staff deveiopment, increasing the number of postgraduate
students and postdoctoral feliows, strengthening leadership and platforms for
R&I, building an enabling environment and institutional culture for R&l,
facilitating knowledge transfer and commercialization and increasing R&l
funding and output are some of the priorities. TUT is continuously seeking to
improve the systems and incentives to support these priorities. The R&!
endeavours are supported and sustained through collaborative networks and

partnerships (TUT homepage, 2013).

The Directorate of Research & Innovation (DRI} is the operational arm of the
Central Research and Innovation Committee (CRIC) and funcfions as a central
institutional advice and support service for mobilizing resources for R&I, and
aims to ensure effective administrative support systems. lts key performance
areas include the development of R&I policy, strategy and procedural
documents; facilitation of R&l focus and niche areas; communication and
reporting on research-related information; contributing to the enhancement of
research skills of postgraduate students; monitoring and impiementing quality
assurance mechanisms with respect to successful postgraduate progress and
throughput; facilitation of research-refated training; as well as ensuring total
quality management for R&l services. The Directorate is a single unit with
offices at the Pretoria Campus of TUT and serves all the campuses of the

institution.

2.8.3 Central University of Technology (CUT)
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According to the Central University of Technology’'s homepage their Unit for
Research and Innovation wants to contribute towards ‘a stimulating academic
heartland that will contribute towards citizenship with skills and competencies in
appropriate technologies'. It supporis a research and development focus;
institutional research development; institutional structures for the management
of research development; research policies and procedures; a research and
development plan; research programmes; CUT research grants and research

publications (Central University of Technology homepage, 2013).

Taken from the above information (and other UoT websites not included here) it
is clear that the postgraduate centres for research in each of the selected UoTs
are designed fo carry out the same objective: to cater for postgraduate
enhancement. It must be highlighted that even though UoTs cater for
postgraduate enhancemeht, there is a large gap between their rankings and
also there is a considerable gap in terms of postgraduate enrolment, scholarly
publications, graduation rates and administration of postgraduate research
services. it is difficult to compare these UoTs because there are many aspects
that one wouid have to take into consideration or be mindful of (for example,
capacity within the university, resources, posigraduate enrolment, funding, and
research support.). However, very few UoTs have emphasised in their
homepages the paramount importance of having good administrative support
and a well-established structure to administer research activities — an exception
being TUT which claims that proper research structures and good

administrative support have contributed fo the university’s success rates.

Like DUT, TUT has decentralized Research Offices and according to TUT's
Annual Research and Innovation Report (2011:8) in order to develop and
support sustainable research activities across the breadth of the university’s
disciplines, it was necessary to ensure that suitable research structures were in
place to plan and deliver research and supporting activities over time and that
one of the important factors in creating a positive research and innovation
environment and to maximise the potential of staff, is fo provide good
administrative support to research management and administrative support to

researchers at central ievel. Their research support achieved the foliowing in
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2011; external income of R87,541,340.21; a total of 836 (820 in 2010) staff
members held a master's (37.68 percent) or doctoral (19.74 percent)
qualification; 35 TUT researchers were NRF rated in 2011 (an increase from 33
in 2010); submission of approximately 248.5 (192.87 was approved in 2010)
research publication output units; and graduations of 149 masters (128 in 2010)
and 24 doctoral (22 in 2010) students. Although TUT is one of the biggest and
most progressive UoTs in South Africa, there may be a gap between their
intentions given in their publicity documents and what they are able to achieve
on the ground as they are still facing challenges in terms of upgrading staff
qualifications and increasing graduation rates. This is experienced across most
UoTs; DUT and Central University of Technology are no exceptions. As
documented in the DUT Research Report (2012) the research outputs are
lower than TUT, reflecting that a fotal of 557 students registered for
postgraduate study ir; 2012, 461 for MTech and 96 DTech qualifications. In
2011, 85 Masters and 14 DTechs graduated. In terms of staff qualifications,
out of a total of 606, 13% of the Universities’ academic staff have Doctorates
and 47% have a Masters gualification. The report also states that there was a
45% increase in terms of research outputs between 2010 and 2012. This might
be an achievement and improvement {o DUT but it is below 1o what the DHET
requires. As concluded in a study by Wadesango, Maphosa and Moyo (2014}
postgraduate students require deliberately planned and implemented academic
and research support; this will go a long way in enhancing research and

completion rates at postgraduate level.

The following section looks at the effectiveness of having either centralized or

decenfralized research cenires.

CENTRAL VERSUS DECENTRALIZED RESEARCH CENTER STRUCTURE

All UoTs in South Africa have either a ceniralized or a decentralized research
office and services at each of the institutions differ (Zheng, 2012). The issue of
whether the research functions should be centralized or decentralized to some
degree has paralieled the general shifts in institutional policy regarding central
control and responsibility. Zheng (2012) found that the smaller research

institutions have greater need for ceniralization from a management or
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administrative responsibiiity. The centralized structure can avoid redundancy
and promote consistency, and a large institution may have a central research
office but may decentralize some of its functions. With decentralized function,
the office of research can assume an even greater coordination and policy and
oversight role for its individual faculty, and all in all there is no right structure;

the structure must fit the culture of the institution. (Kulakowski and Chronister,
2008:57-58)

While Research Centers in UoTs will normally play a positive role in academic
studies, if not run properly and effectively, they can in fact hinder staff and
student academic work. These hindrances may vary from clients being
provided with out-of-date information; to a failure in capacity deveiopment, to a
lack of proper postgraduate guidance (Rosentreter, 2012:44). Rosentreter also
warns against any exaggerated claims for the effectiveness of Research
Centres since a student's achievement can be hindered by environmental
factors outside of the university’s ambit such as socioeconomic factors (culture,
social understandings, religion and education), which can effectively limit that
person's access to some developmental opportunities. A sensitivity tc these
factors can however be factored into the services provided by a good Research

Centre mitigating their effects to some exient.

PROVIDING RICH RESEARCH SUPPORT AND SERVICES

To establish a research culture in UoTs, comes, as explained above, with great
chalienges since UoTs were fraditionally feaching universities without a
research culture. Therefore proper mechanisms need to be considered if UoTs
are to attempt to match the powerhouse research universities. According to
Wadesango, Maphosa and Moyo (2014:53) it is of paramount importance for
universities to provide academic support that provides a personal and practical
approach to academic study so as to ensure that research which is appropriate
and relevant to the needs of the economy can be encouraged. Accordingly,
one of the key challenges for the higher education secior involves delivery of a
high quality of service o satisfy its staff and students — thus helping to achieve
sustainability in a competitive service environment (DeShields, Kara and

Kaynak, 2005). According to Beaumont (2012) this demonstrates the
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importance of service quality in gaining a competitive advantage for individual
universities while also highlighting the need to better understand the role that

service guality plays in the higher education sector as a whole.

2.11 QUALITY IN HIGHER EDUCATION
The search for improvement in research performance is a powerful influence on
all universities. Hence universities are increasingly interested in how they can
improve their competitive position in attracting, supporting and promoting the
work of high-quality researchers (Research information network report, 2010:
5). Del-Palacio, Sole and Berbegal (2011) add that university internal services
principally infrastructures and staff can coniribute to improving research

performance.

Quality in higher education ts a complex and multifaceted concept and a single
appropriate definition of quality is lacking (Voss, Gruber and Szmigin, 2007).
According to Heck and Johnsrud (2000) higher education is facing pressure to
add value to its activities and the present view for enhancing educational vaiue
is to spend effort on continuous service improvement, to focus on stakeholder
interest and to increase student satisfaction. Tan and Sei (2004) add that
quality in education can be deitermined by the exient to which siudents needs
and expectations can be satisfied. O'Leary and Quinfan (2007) describe
student satisfaction as a combination of product and service quality. Sinclaire
(2007) adds that student satisfaction can be viewed both as an outcome of the
learning process and a requirement for successful learning. A major gap today
is the need to have administrafive staff to help develop and support research

{Research-costing practices).

2.11.1 Delivery of quality service to customers in higher education
in the business world, customer service is a prized commodity as it has a direct
impact on profits. Given the struggiing global and South African economies,
traditional higher education institutions are dealing with decreased revenues.
One way for colieges and universities to accomplish this objective is to place a
renewed focus on meeting or exceeding the expectations and needs of their

customers, namely their students (Boyd: 2012). Green and Ramroop (2014)

25



argue that service quality comprises various criteria that are intangible and
subjective which are therefore difficult to measure but nonetheless important.
However, it must be remembered that service quality is dependent upon
academic quality which it can support but not replace or create. Even when
universities are persistent in ensuring service delivery and student satisfaction;
the academic basis of research services offered by the university cannot be
delivered by administrators alone. They have to be decided in a collaborative
partnership between educational and disciplinary experts and experienced
research administrators (who know about the practicalities of handling student

services on a daily basis). Students may then judge if the research services

provided to them meet their expectations.

According to Gbadamosi and de Jager (2009:880) in South Africa, traditional
students and their expectations have changed and are still changing. They
further state that South African higher education students include a wide

spectrum from young, to mature and working class people and part-time

studenis.

in times of fierce tertiary education competition where many institutions offer
similar products in terms of fees and educational programmes; student service
differential can provide an organization with a distinct competitive advantage
(Gyamfi, Agyeman and Otoo, 2012:21). Since severe competition results in
little variation of facilities, the quality of student services has been regarded as

one of the main factors deciding whether or not the instifution operates

successfully.

According to Sharabi (2010:318} both the students and their parents are
looking for added value for their money and the higher education institutes have
to deliver quality that is compatible with students’ expectations and needs
(Smith, Smith and Clarke, 2007:334). Gruber, FuB, Voss and Glaser-Zikuda
(2010:1086) add that increasingly, higher education institutions are beginning to
focus on providing service delivery to meet or even exceed the expectations of

their students. Besides striving for promotion of good student setvices and

26



facilities in order to strengthen compelilive advantage of an institution and
differentiate it from others, advancing the service quality of the institution
ensures that students have a positive impressicn. These must therefore be key

points for every member of the management team to consider (Gyamfiet al.

2012:21).

It therefore becomes important to analyse students' satisfaction in higher
education, also because institutions of higher education could greatly benefit
from being able to establish a lasting relationship with their students (Alves and
Raposo, 2007:572). Alumni support is underdeveloped in South Africa.
Gbadamosi and de Jager (2009:877) add that continuous improvement of
existing standards is necessary for increasing student satisfaction. The

following section looks at the service quality model which underpins this study.

2.12 THE SERVICE QUALITY MODEL
Having briefly considered the role of Research Offices in UoTs, it is now

necessary to analyse service quality in more depth. The Service Quality Gap
instrument ‘SERVQUAL’ was first developed by Parasuraman, A., Berry, L and
Zeithaml, A in the 1980s (Gibson, 2008).

According to Zeithaml, Bitner and Gremler (2006), service guality, unlike
product quality, is hard to define or measure because of the inter-relationship of
user expectations and the impact of specific features of service such as
intangibility, inseparability, heterogeneity, and perishability. SERVQUAL is a
multi-item scale developed to assess customer perceptions of service quality in
service organisations and measures service quality as the discrepancy (gap)
between a customer's expectations of a service offering and the customer’s

perceptions of the service received. (Parasuraman, Berry and Zeihaml, 1988).

Shahin (2007) also defines service quality as the difference between customer
expectations of service and perceived service. Jaipuria (2006:22) adds that
good perceived quality is obtained when the experienced quality meets the
expectations of the customers. According to Landrum, Prybutok and Zhang

(2007:104) service quality is a means of developing a competitive advantage.
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Sharabi (2010:317) finds that only those institutions focusing mainly on the

needs of their customers will endure serious competition.

Dehghan, Shahin and Zenouzi, (2011} add that nowadays almost all
organizations are realizing the significance of customer-centered philosophies,

and one of the key challenges they are facing is how o manage service quality.

wwerd of mouoth
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Personal Needs Past Cxperience

Expected Service

Perceived Semvice

Esxternal
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Service Standards

hanagemsnt
percepations of
consumer
expectations

Figure 2.1: GAP model of service quality from Parasuraman et al. (Zithaml&Bitner 1996)

The service quality model was derived from the magnitude and directions of five
gaps as follows (Singh and Khurana, 2011:13):

Gap 1 (Understanding): the difference between customer expectations and
management perceptions of cusiomer expectations.

Gap 2 (Service Standards): the difference between services quality
specifications and management perceptions of consumer expectations.

Gap 3 (Service Performance): the difference between service quality

specifications and the service actually delivered

Gap 4 (Communications): the difference between service delivery and what is

communicated about service to customers.
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Gap 5 {Service Quality): the difference beitween customer expectation of

service quality and customer perception of the organization’s performance.

According to Shahin (2007:2) gap1 to gap 5 result from the following:
Gap 1 is a result of lack of a marketing research orientation, inadequate upward

communication and too many iayers of management.

Gap 2 occurs as a result of inadequate commitment fo service quality, a
perception of unfeasibility, inadequate task standardisation and an absence of

goal setting.

Gap 3 occurs as a result of role ambiguity and conflict, poor employee-job fit
and poor technology-job fit, inappropriate supervisory control systems, lack of

perceived control and lack of teamwork.

Gap 4 occurs as a resuli of inadequate horizontal communications and a

propensity o over-promise

Gap 5: Occurs as a result of the influences exerted from the customer side and
the shortfalls (gaps) on the personal needs, word of mouth recommendation

and past service experiences.

2.13 PERCEIVED SERVICE QUALITY GAP {Gap5)
Thorough understanding of Gap 5 is crucial to this study as it is directly related
fo its main focus: staff and student perceptions of research structures and

services.

Gap 5
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This gap is directly related to everyone’s perception of service quality as
customers expect certain things from certain companies. If gaps 1 fo 4 are
closed to a minimum then gap 5 shouid follow. if there are any gaps left in steps
1 to 4 the perceived customer service quality will be negatively affected. The
‘way to make sure these gaps are closed or minimised is through thorough
systems design, precise communication with customers, and a well-frained

workforce (Coppola 2001).

Expectations and perceptions are measured separately io produce a relative
measure of how well the service was performed relative to the consumers’
expectations. Satisfying cusiomers is one of the main objectives of every
business. Businesses recognize that keeping current customers is more
profitable than having to win new ones to replace those lost, (Naik, Gantasala
and Prabhakar, 2010:234). Dehghan and Shahin, {(2011) add that customer
satisfaction can be secured when the actual performance meets or exceeds the

expectation of those being served.

The service quality gap signifies that the perceived or experienced service is
not consistent with the expected service resulting in negatively confirmed
quality and a quality problem, bad word-of-mouth reports, leading to a negative
impact on corporate or local image and lost business (Jaipuria, 2006:22).
Therefore it is safe to say that universities should constantly provide quality
services fo their students, o the extent that these can be seen as ‘customers’.
If there are any gaps left in step1 to 4, the perceived service quality will be

negatively affected (Coppola, 2001:11).

Addressing these gaps could be a basis for developing service processes in
which expectations and experience consistently meet expectations. The
potential payoff from improved service quality is considerable. Providing
excellent service, which should be the goal of every organization, leads to
greater efficiency and effectiveness and a loyal customer base, (Zeithami,
Parasuraman, and Berry, 1990). Zheng (2012) indicates in her study that
universities should strive o increase students’ satisfaction by providing the

services they really require. Customer satisfaction has an effect on the
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. profitability of nearly every commercial business and when customers perceive
good service, each will typically tell nine to ten people (Naik, Gantasala and
Prabhakar, 2010:234). To translate this into the university situation, university
management should recruit the correct people for the job (Research
Centre/Faculty Research Office staff) and train them in administrating research,
using technology and purchasing the equipment and resources that will be

appropriate to increase these employees’ efficiency.

2.14 IMPORTANCE OF TRAINING ADMINISTRATIVE PERSONNEL

Universities in Australia have indicated that the conscious and active
management of the research environment is the biggest change in research
activity in recent years (Taylor, 2006) and that research management, or the
capability to design and operate new structures and processes for stimuiating,
guiding, and overseeing research has become a major challenge for
researchers and administrators alike (Bosch and Taylor, 2011). it is reasonable
to say that in order for a person to carry out his/her job in the specialised field of
providing research services, proper training is essential in order to ensure that
the person clearly understands all research processes and procedures.
Personnel training and development aliows for increased expertise (quantity)
and improved levels of competence (quality) within universities. (Mabizela,
2005).

in a study conducted by Popooia, Adesopo and Ajayi (2013) in Nigerian
Universities it was revealed, amongst other findings, that the universities
administrative staff lacked adequate mentoring skills, information and training.
They add that university administrators perform a range of professional duties
which include providing services to students and staff members; servicing of
commitiee meetings, record keeping, dealing with written documents in the
form of rules and serving in an advisory capacity at such meetings. They then
highlight that within these duties mentoring is required in 2 number of areas. In
the experience of the researcher this is lacking in most universities in South
Africa. Administrative staff most often learn on the job here also and this may

compromise their efficiency in providing satisfactory research services.
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2.15 SUMMARY
The chapter presented an overview of South Africa Higher Education with some
reference also to Australia and especially to Australian Universities of
Technology. It explained the funding formula in both countries. It also looked at
the challenges faced by HEIls in ferms of staff workload and postgraduate
issues to make a case for the need for more knowledgeable Faculty Research
Officers to be employed to Enan Research Centres in UoTs. The use of the
SERVQUAL service quality model, as the preferred instrument for measuring
the gap between cusiomers’ expectations and their perceptions of service
gquality in service organisations, including universities, was explored. The
importance of Gap 5 (the difference between customers’ expectations and
perceptions of service quality) is highlighted as the most important service

quality gap, forming the theoretical basis of this research.
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3.0

3.1

3.2

CHAPTER THREE
RESEARCH METHODOLOGY

INTRODUCTION

. The preceding chapter presented a review of the pertinent literature and

discussed the theoretical framework underpinning this study. In this chapter,
the research design, population, sampie and data coliection are discussed.
The chapter further highlights the ethical considerations and reliability and

validity issues within the scope of the study.

RESEARCH DESIGN

According to Khan (2008: 68); and Malhotra (2011), a research design provides
a framework or blueprint for conducting the research project by specifying the
procedures necessary for obtaining the required information needed fo solve
the research problem. Creswell {2009:3) adds that research designs are plans
and procedures for research that span the decisions from broad assumptions to
detailed methods of data coliection and analysis to obtain answers to research
guestions or problems. In this study, data were gathered from MTech and
DTech students, academic staff and the Research Office staff from the six
campuses across all faculties at the selected university. In order to achieve the
aim of this study, two sets of questionnaires were distributed; one to the sample
of MTech and DTech students; and the other to the academic staff sample.
interviews were conducted with all personnel of the Faculty Research Offices.
Further, semi-structured interviews were conducted with academic staff and

MTech and DTech students who agreed to parficipate in a follow-up interview.

RESEARCH METHODOLOGY

According to Kumar (2011:1), research is an intensive and purposeful search
for knowiedge and understanding of social and physical phenomena. Research
can be undertaken for two different purposes: to solve a current problem by an
organization, which is called applied research; or to generate a body of
knowiedge by ftrying to comprehend how certain problems that occur in

organizations can be solved, which is basic research (Sekaran and Bougie,
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2009:6). This basic research study sought to use a suitable research approach

to address the aims and objectives of the study.

MIXED METHODS RESEARCH

Naoum (2007: 37) states that deciding on which type of research to follow,
depends on the purpose of the study and the type and availability of the
information which is required. He adds that there are two types of research
approaches, namely: qualitative and quantifative research. In an attempt to
obtain a suitable research ouicome, this study adopted a mixed method
approach which involves the mixing of quantitative and qualitative research
methods, approaches, or other paradigm characteristics (Johnson- and
Christensen, 2012: 33). Mixed methods research combines elements of
qualifative and quantitative research approaches for the purposes of breadth
and depth of understanding and corroboration (Creswell and Clark, 2011:4),
and to produce converging findings in the context of complex research

guestions (Lingard, Albert and Levinson, 2008:03).

Andrew and Halcomb (2009:68-69) explain that in many instances, the
collection of mixed data is achieved through the use of two or more
complementary methods of data collection that separately collect qualitative
and quantitative data either sequentially or concurrently. Questionnaires,
structured interviews, and semi-structured interviews were used in this case
study which comprised both gualitative and quantitative data gathering stages

to address the research objectives.

TARGET POPULATION

The target popuiation is the complete group of objects or elements reievant to
the research project. They are relevant because they possess the information
the research project is designed to collect (Hair Jr, Wolifinbarger, Money,
Samouel and Page, 2011:165). They are also the group of people to whom the
results of our research wili apply (Whitley Jr and Kite, 2013:485). |t is therefore
important to clearly define the target population or the set of elements to whom
one wishes to apply the findings of the study (Daniel, 2012:9). All academic

staff, registered M and DTech students, and personnel of the six Faculty
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Research Offices across the five campuses of the university formed the target
population for this study. The reason for targeting academic staff and
postgraduate students for the study was because they are most likely to use
the services offered by the faculty research offices. Also, academic staff are
required to publish, increase their research output and upgrade their
qualifications (Singh, 2011; Govender, 2011) and therefore those not currently

research-active are nonetheless likely to use the research services in the

future.

The lists of academic staff and MTech and DTech students from all
departmenis across the six campuses of the university were obtained from the
Deparfment of Information Technology Support Services (ITSS) on 26
November 2012 and indicated that. full-time academics totalied 670; and

registered MTech and DTech students totalled 559.

Having discussed the target population, the next section details the research

sample in this study.

SAMPLING
According to Zikmund (2000); and Hair, Babin, Money and Samouel (2003), the

purpose of sampling is to enable researchers to estimate some unknown
characteristics of the population. The goal of all sampling is to obtain an
unbiased or representative sample of the target population, and the methods
used to accomplish this fali into two categories: probability and non-probability

(Diamantopoulos and Schiegelmiich, 2006, Gomez and Jones, 2010:80-81).

The researcher believed probability and purposive sampling to be appropriate
to address the objectives of the study and fo ensure that sufficient data were
collected to meet its aim and objectives. Probability sampling means that the
probability of each element in the population being sampled is known (Davis
and Pecar, 2013:191); this knowledge can be attained through the application

of randomness in the choice process (Stopher, 2012:70).
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3.5.1Sample Size

3.6

According to Sekaran and Bougie (2010: 295), the sampie size for a population
of 670 shouid be 278; and for a population of 559, the sample should be 260.
The adoption of Sekaran and Bougie sample size table fitted with the objectives
of the study as ii allowed the researcher to have satisfactory participants.
Simple random sampling was used to identify the sample size for this study.
Using this type of probability sampling, the researcher assigned numbers to the
units composing the population; this generated a set of numbers, and the units
having those numbers were included in the sample (Babbie, 2011: 228). The
researcher used Microsoft Excel to randomly select every second person on
the academic staff and the M and DTech hists respectively until the sample size

for each group was reached.

A purposive sample was also used to identify the sample size of the Faculty
Research Office personnel across six faculties. According to Davis and Pecar
(2013: 191) a purposive sample is a sampling method in which elements are
chosen based on the purpose of the study. Purposive sampling may involve
studying the entire population of some limited group. Ornstein (2013:85) adds
that a purposive sample should resembie the population of interest. Therefore
the researcher selected the Faculty Research Office personnel who administer

and provide research services to postgraduate students and academic staff.

The next important aspect in the research process is data coliection

DATA COLLECTION

According to Diabay and Scott (2011:442), data may be placed into two major
categories: primary and secondary data. Secondary data is disseminated
through some media like external or internal reports, newspapers, hand books,
magazines or websites, scholarly journal articles and books (Srivastava and
Rego, 2011:5). Primary data are collecied by the investigator directly from
study participants by in-person or telephone interviews, mail survey, or
computerized gquestionnaires to address a specific question or hypothesis
(Velentgas, Dreyer, Nourjah, Smith and Torchia, 2013:109).
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In this study, the researcher used a combination of both primary and secondary
data, first conducting secondary research to understand the theory and
framework of this study. This was then followed up with primary data using

appropriate data collection instruments.

DATA COLLECTION INSTRUMENTS
Data collection instruments play a crifical role in designing and developing
research projects. It is therefore of vital importance to select suitable

instruments or tools (Richey and Klein, 2007:106; Hall, 2008:146; Marwat,
2010 1). '

The collection of data for this study took take place between August 2013 and
February 2014. Due to a very poor response rate, the period for data collection
was extended io aliow the staff and student samplies to complete the
questionnaire. Interviews with the Faculty Research Office personnel staff

were conducted from 07 to 14 October 2013.

3.7.1 The questionnaires

A questionnaire is a printed list of gquestions that respondents are asked to
answer (Goddard and Melville, 2007:47). The questionnaires in this study were
designed and disseminated to obtain primary data from MTech and DTech
students, and members of the academic staff. Both questionnaires included
open-ended and closed questions. Open-ended guestions were included on
the questionnaires to allow the participant to record their ideas in their own
words in the space provided (Cooper and Schindler, 2008:340). As explained
by Babbie (2011:255), the closed questions required the respondent to select

an answer from among a list provided by the researcher.

Both sets of guestionnaires had an optional section (on the last page) for
follow-up interviews. Participants were asked to complete this section only if
they were willing to participate in an interview. They were asked to provide
their contact details. They were informed that this section would be removed
from the main questionnaire before it was sent for analysis. This was done to

ensure the participants’ anonymity and to maintain the confidentiality of the
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information they provided. They were also assured that only the researcher
and his supervisor would have access to the information provided on this page.
The questionnaire in this study played a pivotal role in assisting the researcher
to understand what services and academic support are provided to academic

staff, M and DTech students by Faculty Research Offices.

3.7.1.1 Design and layout of the questionnaires
Designing a questionnaire is an integral part of the research process.
According to Wimmer and Dominick (2011: 198), the guestionnaire should be
organized in a logical sequence, proceeding from the general to the specific
and the fransition between question sections should be ciear and logical. Lowe
(2007) adds that a good questionnaire moves from objective facts to subjective
attitudes and opinions and allows you to obtain justifications for answers to

open questions and to sensitive, personaiised data.

Acknowledging the above, the questionnaires in this study were carefully
designed to coliect information about key variables that might help expiain
differences in research structures and services (Anderson and Morgan,
2008:102) put in place in the various Faculty Research Offices to administer

effective and efficient posigraduate research support.

Two sets of questionnaires were designed: one for academic staff (Appendix H)
and the other for M and DTech students (Appendix I}. The MTech and DTech
student questionnaire was conducted as an online survey. The reason for
disseminating the questionnaire and the Consent Form (Appendix D)
electronically is as follows. Some M and DTech students are registered part-
time and are therefore not always on campus; sending the Consent Form via
email and waiting for the participants to sign and send it back to the researcher
was going to be time consuming and would probably have resulted in a low
return rate. The researcher therefore attached the Letter of information and

Consent Form to the questionnaire.

The researcher opted fo personally administer the academic questionnaires via

the department secretary. The reason for conducting it personally was
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because the researcher believed that, due to academic staff work commitments
or workload, an emailed questionnaire could be easily overlooked, or easily

forgotten (Stausberg and Engler, 2011} (discussed later in this chapter).

Both sets of questionnaires contained a covering letter (Appendix B and C), a
letter of information and a consent form (Appendix D and E). The covering
letter included brief information about the researcher and also gave the
participants an understanding of what the questionnaire was about. The letter
of information gave a brief introduction and purpose of the study; explained the
procedures of the study, informed them that participation was voluntary and
that they could withdraw from the study if they chose to do so. It also outlined
clearly the measures taken fo ensure participants’ anonymity and
confidentiality. The consent form also assured the participants of their

anonymity, confidentiality and the protection of their rights and welfare.

The academic staff questionnaire focused on the services and resources put
in place by the Faculty Research Offices to assist academic staff members who
are engaged in research activities or who are registered for postgraduate
studies. The questionnaire was divided into three sections, namely Section A:
Biographical information, Section B: Services provided by my Faculty Research
Office and Section C was optional. The questionnaire consisted of 5 pages and
inciuded 25 questions. The purpose of the questionnaire was clearly stated
and concise instructions were provided for the completion thereof. The first
four closed questions assisted the researcher fo gather background information
about the participants such as biographical details, employment position,
educational level, years of employment, and the capacity in which the

respondent is employed by the university.

Section B included closed and open-ended questions. This section focused on
the structures and services provided by Faculty Research Offices across six
campuses. Open-ended questions allowed respondents {o give their views on
how they perceived the structures and services offered by their respective
Faculty Research Offices. The respondents were granted an opportunity to

advise on services they wanted their Faculty Research Offices fo administer,
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their views and opinions on upgrading their qualifications and registering for
posigraduate studies. Participanis were asked to complete section C only if
they were willing to participate in a follow—up interview. The questionnaires
were dropped in a safe box created by the researcher. Section C was removed

from the questionnaire before sending to the statistician for analysis. This

retained respondents’ anonymity.

For the online survey questionnaire, the researcher aftached the Letter of
Information and Consent Form (Appendix D) to the questionnaire. Instead of
signing the Consent Form ({since the questionnaire was disseminated
electronically), the participants were asked to place a tick (¢) in the box (o)
provided to indicate that they consented to participate in the study. The
Consent form was returned together with the completed guestionnaire as there
was no way of identifying the participant. To ensure anonymity of the
respondents, the students returned their completed online questionnaires to an
electronic drop-box created by the researcher. Baskharan and LeClaire
(2009:25) describe an online survey as a survey that collects data eiectronically
from the target audience over the internet. Rubin and Babbie (2010:117) add
that the main advantage of online survey is that they can quickly and

inexpensively be sent fo very large numbers of prospective respondenis

anywhere in the world.

The M and DTech guestionnaire included succinct instructions about how to
complete the questionnaire (an example on how to answer the questionnaire
was also included). The purpose of the student questionnaire was to gather
their perceptions and expectations regarding services provided by the Faculty

Research Offices io postgraduate students. The guestionnaire contained 17

pages and three sections.

Section A had ten questions. The first five closed guestions assisted the
researcher to gather background information about the participants such as
biographical details, educational level, and facuity in which they were currently

registered. Questions 6 to 10 sought information regarding the participant's
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knowledge about the Faculty Research Office in the faculty he/she is registered
and the reasons for using the services of the faculty research office.

Section B was based on an adaptation of the SERVQUAL instrument
(Parasuraman, Zeithaml! and Berry, 1988). Sfudents were requested to rate
their levels of expectation as well as their perceived experiences regarding
service quality provided by their Facully Research Offices. The purpose of this
section was to assist the researcher to identify and understand what research
structures and services are in place to administrate and monitor postgraduate
research in Faculty Research Offices and to find ways to improve services
provided to postgraduate students. Questions 37 to 40 inciuded open-ended
guestions where the respondents were encouraged to add comments (positive

or negative) about their Faculty Research Offices.

Section C was optional and requested personal information from participants
such as their names and contact details so that the researcher could contact
them for an interview if more information was required based on the responses
on the questionnaire. Participants were informed and assured that their details
would be kept confidential, only the research and his supervisor would have

access 1o their details.

PILOT STUDY
A pilot study is a smalier scale version of the main study and is designhed to

check that the design is doing the job it is designed to do (Hall, 2008:79). The
aim of the pilot study was to try out the research approach to identify potential
problems that might affect the quality and validity of the results, (Blessing and
Chakrabarti, 2009:114). Monsen and Van Horn (2008:5) believe that a pilot

study is essential and can greally improve the proposed study design and

~methodology. The pilot study was conducted among 10% of the popuiation

from each group of the research sample. The researcher formulated draft
academic staff, M and DTech questionnaires and submitied these to his
supervisaor to check whether the questions would provide sufficient information
that would answer the research questions. The layout of the questionnaire was

checked; the wording of the guestions was also checked to determine if there
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were any misleading questions and to detect if there were any biasness in the

questions.

A pilot fest was thén conducied among a sample of forty respondents which
included twenty academic staff, and twenty M and DTech students to check
further for any ambiguities or confusing questions in the questionnaire. The
respondents raised concerns about the length of the questionnaires. it was
noted that respondents failed fo complete all questions and that some provided
irelevant information in some questions. Feedback indicated that the
respondents did not fully understand or were confused by some of the
questions and this resulted in some of the questions not being completed. The
researcher then attended to each of the problem questions and they were
reconstructed (Hall, 2008:79). These changes made sentences clearer, more

comprehensible, and the questionnaire more coherent (Zheng, 2012: 67).

The pilot study confirmed the reliability and validity of the questionnaire
indicating that it measured what it was designed to measure and provided
answers o all of the study’s research objectives. The next section discusses

the interviews.

STRUCTURED INTERVIEWS

According to Klenke (2008: 124); Myers (2013:122); and Taylor, Sinha and
Ghoshal (2006:76), structured interviews involve the use of pre-formulated
questions, usually asked in a specific order and sometimes within a specified
time limit. This requires considerable planning beforehand in order to make
sure that all the important questions are included in the script and that the
interviewer can control the flow of the verbal exchange by asking each question
sequentially and recording the responses. In this study, structured interviews
were conducted with Faculty Research Office staff members. These inciuded
the Faculty Research Co-ordinators, Faculty Research Officers and Faculty
Research Assistants.

The interviews were conducted face-to-face and, on the interviewees' request,
were conducted in their offices. This request was due to work commitments and

time constraints and it allowed the interviewees to feel comfortable and refaxed
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during the interview session. The interviews took place from 07 -15 October
2013 between 11:00-13:00. Dates and times of the interviews were negotiated
between the interviewees and the researcher.

The key focus of structured interviews was to acquire information on the
functioning of the office, determining good practice and determining their
experiences as a service provider. The interviews aiso assisted the researcher

to obtain the interviewees' perception on the structures and services they

provide.

Written permission was obfained from the respondents to record the interviews;
they were also required to sign and return the Consent Form (Appendix F and
G) before the interviews took place. The interviews were audio-recorded,
transcribed and sent to the respondents to verify that the recorded information
was correct. Six Faculty Research Co-ordinators, six Facully Research
Officers and ten Faculty Research Assistants were interviewed face-to-face.
The interviews were heid in the interviewees’ offices, this technigue being ideal
to allow the interviewees to provide answers in a familiar, safe and comfortable

environment which enabled the interviewer to uncover some real facts (Bajpai,

2011: 142)

3.10 SEMI-STRUCTURED INTERVIEWS
Semi-structured interviews use an interview schedule containing only open-
ended questions that can be varied by the interviewer to follow up points
relevant to the research questions or to pursue matters in greater depth (Hall,
2008: 156). Kienke (2008: 126) explains that the advantage of semi-sfructured
interviews are that more complex issues can be probed, answers can be
clarified, and a more relaxed research aitmosphere may confribute to the
discovery of more in-depth and sensitive information. Based on this definition,
the purpose of conducting semi-structured interview in this study was to gather
further data where respondents did not supply sufficient information on the
questionnaire or where responses were unclear or incomplete. Ten M and
DTech students also took part in the semi-structured interviews; four of which
were conducted face-to-face, and the other six telephonically. The interviews

were negofiated depending on the interviewees’ availability around campus.
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3.11 ADMINISTRATION OF THE QUESTIONNAIRE
A sample size of 278 academic staff was randomly chosen to participate in the
study. In distributing the academic staff questionnaire to the sampled
members, the researcher requested assistance from the relevant deparimental
secretaries across each of the six campuses. The completed questionnaires
and consent forms were dropped in a box created by the researcher in various
departments across the campuses. This retained the respondents’ anonymity.
A period of approximately six weeks was given to complete the questionnaire,
but due to the year-end exams, a further two weeks’ extension was given. The
researcher issued follow-up reminders with the help of the departmental
secretaries to address the initial poor response rate (Mudaly, 2013: 51). As

stated by Basit (2010: 94), follow-up calls and emails usually result in more

returned questicnnaires.

The student questionnaire was conducted as an online survey, therefore the

Consent Form and the guestionnaire were administered via email to the target

population.

Preliminary work was done before the questionnaire was administered for the
main study. The preliminary work included a pilot study discussed in the next

section. The next section also explains briefly the ethical issues related to this

study.

3.12 ETHICS
Fthics are generally understood to deal with beliefs about what is right or

wrong, proper or improper, good or bad. Since social science research deals
with human beings, it is necessary to understand the appropriate and officially
permitted responsibilities of conducting research (Oliver, 2010:12; Rosentreter,
2012: 65). Miller, Mauthner and Jessop (2012:14) define ethics as moral
deliberation, choice and accountability on the part of researchers throughout
the research process.

in this study the researcher considered ethical issues from the outset of the
research project by applying for permission to conduct research at the seiected
university via the university's Research and Postgraduate Support office. After
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obtaining this permission the research proposal, which was approved by the
Faculty Research Committee was submitted, together with each of the data
collection instruments, consent forms, letters of permission, and covering letters
to the Institutional Research Ethics Committee (IREC) for ethical clearance. On
obtaining ethical clearance, the researcher tested the data collection
instruments by means of a pilot study (see above) and made the revisions
required. The outcome of the pilot study was submitied to IREC for full

clearance before data gathering for the main study began.

The participants in the study were clearly informed of all the ouicomes and
consequences of the study before signing the consent form. They were also
informed that participation was voluntary and that they had the right to withdraw
from the study at any time. This research did not expose participants to risks,
medical examinations, or any situation that could be harmful either mentally or
physically. Participants were assured that they would remain anonymous and
that their responses wouid be kept confidentiai throughout the course of the
study. They were further assured that any identifying information would be
removed before the questionnaires were sent for analysis, and that the audio-

recordings would only be accessible by the researcher and his supervisor.

Full ethical clearance for the interviews and questionnaires was granted on 15
August 2013 by the IREC (Appendix K.). The information obtained from the

questionnaires and interviews were used solely for the purposes of the study.

3.13 RELIABILITY AND VALIDITY
Retliability and validity in research refers specifically to the measurement of data
used to answer the research question: ‘The data collected is only as good as
the instrument used to collect i’ (Wood and Ross-Kerr, 2011: 198). The extent
to which results are consistent over time and an accurate representation of the
population under study is referred to as reliability, and if the results of a study
can be reproduced under a similar methodology, then the research instrument
is considered to be reliable (Golafshani, 2003: 598, Kumar, 2008). In shori, a
reliable data collection instrument is one that is relatively free from

measurement error (Connaway and Powell, 2010:64). According to
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Krishnaswamy, Sivakumar and Mathirajan (2006: 264) reliability is a partial
confributor to validity. The results of the pilot study indicated that the
questionnaire was clear as it answered the objectives of the study and proved
to be reliable. Validity refers to the degree to which a scale measures what it is
supposed to measure (Alpaslan, Du Plooy, Gelderblom, Van Eeden, Van
Rensburg, and Wigston, 2010:195). Cotirell and McKenzie (2010) adds that,
validity in measurement addresses the degree to which the concept or
concepts under study are accurately represented by the particular items on

your guestionnaire, test, self-report form, or other measuring device,

Cronbach’s Co-Efficient Alpha is a reliability co-efficient that indicates how each
of the items in a set is positively correlated to the others. Cronbach’s Alpha is
computed in terms of the average inter-correlations among the items measuring
the concept. The closer Cronbach’s Alpha is to 1, the higher the internal
consistency reliability (Sekaran, 2006: 307). Due fo the nature of the research
questionnaire for academic staff, it was difficult to determine the reliability;
hence reliability was obtained from section B of the M and DTech
questionnaire. The overall reliability scores for sections were high (0.978 for
expectations and 0.872 for perceptions). This indicates a high degree of
acceptable, consistent scoring for the different categories for this research. All
of the categories have (high), acceptabie refiability values that exceed the

minimum required value of 0.700.

Dimension Number of items | Expectations | Perceptions
Reliability 4 930 851
Responsiveness | 4g 959 .939
Assurance 6 .969 936
Empathy 6 950 824
Overall 35 978 972

Table 3.1: Reliability scores
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Any measuring instrument is considered to be valid when it measures what it
proposes to measure and construct validity is a prerequisite for achieving
results that can be viewed with confidence (Keichen and Bergh, 2006:399).
Hence the pilot study assisted the researcher in determining the vaiidity and
reliability of the questionnaires as a uniform rehearsal for the final research

project (Weathington, Cunningham and Pitienger, 2012:302).

3.14 DATA ANALYSIS
Data analysis is the application of reasoning to understand the data gathered
(Zikmund and Babin, 2010:59). After data are coliecied, proper fools and
technigues should be used for classification and analysis of data. The analysis
of data aiter collection yields a set of resulis either in the form of statistics
regression equations, identification of significant faciors or in the form of

acceptance or rejection of different hypotheses (Panneerselvam, 2006: 14).

3.14.1Data preparation
Data preparation (or pre-processing) in this context means the manipulation of
data into a form suitable for further analysis and processing. It is essential for
successful data excavating (Stewart, 2010). The raw data collected in the field
were transformed into information to answer the questions (Zheng, 2012:71;
Monefte, Sullivan and Dedong, 2011:432).

Data coding is the first step in data preparation. Following Rubin and Babbie
(2012:322), data coding involved transferring separate code numbers to each
category of each variable in the study. As such, the researcher assigned a
number to each questionnaire received. Each response was aliso given a

number to enable effective coding.

3.14.2 Statistical analysis
The data collected from the responses was analysed with SPSS version 22.0.
The results are presented in the form of descriptive statistics as graphs, cross
tabulations and other figures for the qualitative data that was collecied.
Inferential techniques inciude the use of correlations and chi square test values

which are inferpreted using the p-values.
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3.15 SUMMARY
This chapter outiined the methodology used in conducting the study. A mixed

methods approach was applied. Questionnaires, structured interviews and
semi-structured interviews were used fo collect both qualitative and quantitative
data to address the research objectives. Academic questionnaires were
administered via the departmental secretaries and the postgraduate student
questionnaire was administered electronically to collect data from the sample.
A pilot study was carried out to ensure reliability and validity of the data
collection instruments. Privacy and confidentiality were maintained during the
administration of the questionnaire. Ethical clearance was sought and granted
by the Institutional Research Ethics Committee to ensure that the research was

conducted in an appropriate ethical manner.

The next chapter presents the analysis of the data and discussion of the

resuits.
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4.0

4.1.

CHAPTER FOUR
RESEARCH FINDINGS AND DISCUSSIONS

INTRODUCTION

Chapter Three presented the study’s research methodology and research
design which included a discussion and described how data was gathered from
academic staff, M and DTech students and from Faculty Research Office staff

using questionnaires and interviews.

This chapter presents the resuits and discusses the findings obtained. The
guestionnaire was the primary tool used. The data collected from the responses
was analysed with SPSS version 22.0. The results wili present deécriptive
statistics in the form of graphs, cross tabulations and other figures derived from
the quantitative data that was collected. This quantitative data will be
qualitatively interpreied. Inferential techniques include the use of correlations

and chi square test values which are interpreted using the p-values.

Academic guestionnaires and M and DTech gquestionnaires are presented
separately as these focus on different aspect of service delivery in post-
graduate studies. Interview findings from Faculty Research Co-ordinators and
Faculty Research Officers/Administrators are presented together where
common questions were asked. Data gathered from the interviews was
grouped according to themes as some responses overlapped. Interviews were

organised around themes to guard against interviewee excessive response.

STATISTICAL ANALYSIS

Statistics invoives collecting, summarizing, and analysing data. All three tasks
are critical. Without summarization and analysis, raw data are of little value,
and even sophisticated analyses cannot produce meaningful information from
data that were not collected in a sensible way (Peck, Olsen and Devore, 2011:

07). Krishnaswami and Satyaprasad (2010: 161) add that statistical data

analysis;
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« summarizes a large mass of data info understandable and meaningful

form;

» makes exact description possible;

« facilitates identification of the causal factors underlying complex
phenomena;

s enables reliable inferences to be drawn from observational data (where
data is collecied and analysed in order to predict or make inferences
about situations that have not been measured in full); and

¢ helps make estimations or generalizations from the results of a sample
survey.

According to Krishnaswami and Satyaprasad (2010: 161) analysis may
therefore be broadly ciassified into (1) descriptive analysis and (2} inferential

analysis.

4.1.1Descriptive analysis
This type of analysis describes the nature of an object or phenomenon under

study. This analysis provides us with profiles of organisations, work groups,
persons and other subjects on any of a multitude of characteristics such as
size, composition, efficiency, preferences, etc. (Krishnaswami and
Satyaprasad, 2010: 161). As noted above, two types of statistics are used in
guantitative research: descriptive statistics and inferential statistics. Descriptive
statistics are used for fwo major purposes. First, they are used fo summarize a
data set. Secondly they are used to numerically describe sample units,

phenomena, and other variabies of interest (McNabb, 2008:153).

4.1.2 inferential statistics and Chi-square
Inferential statistics are used to make assumptions or inferences about a
population from the measurement taken of sample units drawn from the
population (Krishnaswami and Satyaprasad, 2010: 161). There are three
inferential statistical tests namely z test and the ¢ test and the third one is the
chi-square. The z test and the t test, are parametric tests that require us to
make certain assumptions about estimates of population characteristics, or

parameters. The chi-square (xz) (also known as nonparametric test) is a test
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4.2

4.3

that does not involve the use of any population parameters, and the underlying
distribution does not have to be normal (Jackson, 2012:190. The reason for
using inferential statistics and chi-square is fo try to reach conciusions that
extend beyond the immediate data alone, thus, in this study, trying to infer from
the sample data what the population might expect and perceive from the FRO
using the four Servqual dimensions. The dimensions will be discussed later in

this chapter.

RESPONSE RATE

Of the 278 questionnaires administered to academic staff 141 unspoilt
gquestionnaires were returned. Twenty five spoilt questionnaires had to be
rejected as there were large parts left out by respondents. The reasons for
academic respondents leaving the questionnaire only half answered are
unknown but may be due to heavy workloads and the need to provide very
precise information. Of the 260 online questionnaires disseminated toc M and
DTech students, 161 were returned, which means a 62% response rate was
achieved. According fo Kittleson (1995), on average online surveys receive a
25% to 30% response rate. The response achieved is also higher than Nulty
(2008) would expect as he concludes that, on average, online surveys receive

a 33% response rate.

Data was also coliected from three Faculty Research Co-ordinators (RC) and
four Faculty Research Officers/Administrators (RO). The other two Faculty
Research Co-ordinators and one Faculty Research Officer/Administrator were
unavailabie for interviews due to other commitments despite numerous

attempts via telephone calls and emails to persuade them to avail themselves

for interview.

PRESENTATION OF THE FINDINGS

As stated above, in order to provide a clear overview of the findings, the
presentation of the findings from academic staff, M and DTech students and
Faculty Research Office staff was analysed separately. The results will present
the descriptive statistics in the form of graphs, cross tabulations and other

figures from the qualitative data that was coliected. The presentation of the
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findings from the academic questionnaire starts with an analysis of biographical
data arising from Section A, followed by Section B which focuses on the

services provided by Faculty Research Offices.

4.4. THE RESEARCH INSTRUMENT
The research instrument consisted of 22 items, with a level of measurement at

a nominal or an ordinal level. The questionnaire was divided info two sections

which measured various themes.

Section A: Biographical Detalis

Section B: Services provided by my Faculty Research office
Section C: General Comments

4.4.1Biographical information
This section presents the descriptive statistics of biographical information
obtained from academic respondents. According to Asaad and Hailaya, (2003)
and Peck, Olsen and Devore, (2011: 7) descriptive statistics are methods
employed in summarizing the obtained data into frequency distribution, and
percentage distribution. It develops and utilizes techniques for the careful
collection and effective presentation of data to highlight patterns otherwise

buried in unorganized data (Burns and Burns, 2008: 6).

4.4 .1.1 Academics position

Position

Percent

Figure 4.1: Position
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Figure 4.1 indicates the positions held by academic respondents at the selected
university. Almost half of the respondents were Lecturers (44.7%), 19.1% were
Junior Lecturers, and 17.7% Senior Lecturers. The other percentage is shared
amongst HoD, Associale Professor, Professor and Academic Support
personnel. The fable below indicates the qualifications of respondents and

their years of experience working at the university.

4.4.1.2 Cross-tabulation®year of experience and qualification

How many years have you been working at DUT?
Less than 18- 25-
2 year 1-6yrs | 7-12yrs | 13-18yrs | 24yrs 30yrs Total
Bachelor of Technology Count 8 22 7 3 0 0 40
%  within
Qualificati 200%} 55.0%| 17.5% 7.5% 0.0% £.0% | 100.0%
an
Degree Courd 7 1 10 B 0 0 34
%  within
Qualiificati 206%} 32.4%| 29.4% 17.6% 0.0% 0.0% | 100.0%
on
Masiers Count 0 17 12 8 2 0 39
%  within
Qualificati 0.0% | 436%| 30.8% 20.5% 5.1% 0.0% | 100.0%
on
Doctorate Count 0 2 o ¢ 4 10 18
%  within
Qualificati 0.0% | 12.5% 0.0% 0.0%] 25.0%| 6.25%| 100.0%
on
Other (Specify) Count 0 C 8 0 3 1 10
%  within
Qualificati 0.0% 0.0%( 60.0% 0.0%{ 30.0%| 10.0%| 100.0%
on
Total . Count 15 52 35 17 9 11 139
%  within
Quaiificati 10.8% | 374%! 252% 12.2% 6.5% 7.8% | 100.0%
on

Table 4.1 Qualification * How many years have you been working at DUT? Crosstabulation
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Higher education in South Africa is increasingly challenged to recruit and retain
adequate numbers of gualified academics and researchers who will constifute
the next generation of research-active staff members (Altbach, 2009). The
current low level of qualified staff resulted from a policy of UoTs in South Africa
which did not require a doctorate (Rosentreter, 2012). Hence the cross
tabulation above reveals that out of 141 respondents, only ten (6.25%) of staff
with between 25-30 years of experience hold a Doctoral qualification. When
interviewed on 22 August 2010 by Sharon Dell, Professor Mouton (Director of
the University of Stellenbosch's Centre for Research on Science and
Technology) stated that only around 40% of South Africa’s 18 000 full-time
academics have PhDs and statistics show that, overall, South Africa is
producing doctorates at only one eighth of the rate of the European Union in
the 25 to 34-year age group. Between 1-6 years of experience, seventeen
(43.6%) hold a Masters, with eleven (32.4%) hoiding an Honours Degree and
twenty two (55.0%) being a Bachelor of Technology. Although most of the
academics who hold doctorates are found between 25-30 years of experience,
tremendous work by the institution to motive and encourage academics is
starting to pay off. With structures put in place by the university there is stil

great potential for academics to upgrade their qualifications.

4.4 1.3 Capacity in which respondents are empioyed.

Capacity in which respondents are empioyed at DUT

& Fulf time
& Contract
E Part-time

8 Other

Figure 4.2: Capacity in which respondents are employed at DUT
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Half of the respondents (52%) are employed full-time, with 28% being
employed on a contract basis, 11% being employed part-time, followed by other
(9%) which represents academics who work at DUT as substitutes when full-

time academics are on leave or attending workshops or conferences.

4.4.2 Section B: Services provided by Faculty Research Offices
This section reflects information pertaining to services provided by the Faculty
Research Office to ascertain whether academics were receiving the perceived
and expected research services from this Office. Below is a table reflecting the

respondents’ responses from statement 4.3.2.1 to statement 4.3.2.7.

4.3.2.1 Are you familiar with your Faculty Research Oifice?
4.3.2.2 Is it easy to find/locate your Faculty Research Office?
4323 Is it easy to get information from your Faculty Research
Office?
4.3.2.4 Do you use the services offered by your Faculty Research
Office? ,
4.3.2.5Does yaur Faculty Research Office offer |- B
programs/workshops to help staff and students fo better |
their research skills?
4 3.2 6Dces your Faculty Research Office track students’
progress in their studies?
4.3.2.7 Is there a comprehensive guide provided by the Faculty
Research Office for posigraduate students? ,
Table 4.2

83.7% academics indicated that they were familiar with their FRO, the majority
(59%;) felt that it was difficulty o locate. Slightly above 53% indicated that it was
easy fo get information whereas 38.3% found it difficult to get information and
assistance from their FRO. The majority of respondents (66%) pointed out that
they use the services provided by their FRO but a significant proportion (27%)
were in disagreement. With the university making significant efforts to
encourage academic staff to upgrade their qualifications, it was expected that
the majority (65.2%) would be aware that their FRO offers research
programs/workshops. However there were still 26% of respondents who were
not aware of this. Even though the information is circulated to academics

regarding conferences and research workshops to better their research skills, it
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is evident that not all receive that information, hence the circulation of workshop

notices and communication needs to be improved.

Providing a progress report for each student involved in postgraduate research
is important as it provides an insight into how the student is progressing in
his/her studies. It was therefore significant that only 37% were aware that their
FRO tracks students’ progress. 47% of academics indicated that their FRO was
not tracking their students’ progress. Regardiess of how the postgraduate
guides were made available by the institution, most of the academics (60.3%)
indicated that their FRO was not giving them this guide which contains
comprehensive and detailed information in terms of postgraduate studies,
research processes and procedures and what is expected from a postgraduate

student.

The foliowing tabie shows the degree in which the academics deal with the
FRO.
4.4 .2 1 Academic staff dealings with FRO

Each week

Once a month

When I have research related problems

Valid

When | need information

when | have research related problems
and when i need information

Other {Assisted by my department)

B Frequency B Percent

Figure 4.3: Academic staff dealings with FRO

56



With the FRO offering a variety of research services both to academic staff and
postgraduate students, one wouid assume that staff would visit/consult with
their FRO frequently. However it is evident on Figure 4.3 that most of the
academic staff (31.9%) visit the FRO when they have research related
problems, with 24.8% visiting the FRO when they have research related
problems for which they need specific information. This is followed by
academics who consult with the FRO when they need information. Although
the majority have indicated that they seek assistance from the FRO, 12.8%
indicated that they are assisted only by their departments. Some went on to

say that:

% ‘the information pertaining fo postgraduate studies is circulated by a
Research assistant within the department and no information is sent by
the Faculty Research Officer to us”;

¥ “most of the time the Faculty Research Officer is not available due to the
fact that she is working for two FROs”;

2 “our faculty does not have a FRO”

This raises a number of concerns and the researcher believes that in order for
academics to improve their qualifications, proper structures and support shouid
come from FROs rather than from individual depariments. Academics who do
not use the research services offered by the FRO may not be getting or
receiving up-to-date postgraduate information on research workshops, capacity
building initiatives, etc. The departments may also not be well equipped fo
manage all of the research services provided to academics and M and DTech
students by the FRO. The table below iliustrates academics’ reasons for
visiting the FRO.

4.4 2.2 Reasons for visiting the FRO
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| visit to get information about the postgraduate faculty

Academics reasons for visiting FRG
G 1G 20 30 40 50 60

| visit the factuity research office to get general
information about post grad

| visit to get information about registration
i visit to get information about PG1 to PG13 forms

1 vist to get assistance when completing forms

I visit ta enguire about the services which the Faculty
Research Dffice provides to postgraduate studants

| visit to enguire about workshops to be conducted for
posigraduate students

b visit to request for a supervisor or Co-sUperviser

| visit to request for a change of supervisor or co-
supervisor

i visit to get information about proposal routing
funding

{ visit to get information regarding corference funding

| visit to enguire about examination processes

}visit o engudre about graduation

Other {Assisted by the department)

Figure 4.4: Academics reasons for visiting the FRQO

While a small majority of academic staff (52%) indicated that they visit or
consult with their FRO to get general information about postgraduate studies,
51% visit to enquire about postgraduate forms (PG1-Pg13), with 37% indicating
that they visit to get information regarding workshops to be conducted by their
FRO. Noting that academics are expected to produce scholarly publications on
a yearly basis, it should be noted that only 35% of academics indicated that
they visit their FRO to enquire about conference funding. It is clear that the
institution needs to pay urgent attention to providing assistance and information
about conference application processes and what is required for attending
conferences. It is also evident that a considerabie percentage (33%) preferred

to use their respective departments to get postgraduate assistance.
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4.4.2.3 Having a decentralised FRO

It is helpful to have a FRO in my faculty

B Yes

B No

Figure 4.5: I is helpful to have a FRO in my faculty

It is evident on the graph above that most of the academics (77%) indicated
that they find it helpful to have a FRO in their faculties. The majority indicated

that it was helpful because:

+
0‘0

“It efficiently tackles faculfy issues and postgraduate jssues™

»
e

“It is easily accessible”, and

9,
*®

“Easy to deaf with, rather than the Research and Postgraduate Support
office”.

Although most indicated that it was helpful to have a FRO, some respondents
(23%) perceived the FRO to be performing less effectively than expected.

Comments from these respondents inciuded:

% "Our Faculty research Office does not even know that we exist on the
Pietermaritzburg Riverside Campus”;

< “No workshops are offered by the FRO, all workshops are organised
and facilitated by the department”; and

%  Everything pertaining fo postgraduate studies is handled by the
department. The FRO handles Faculty Research Committee meetings,

examination processes and Higher Degrees submissions/iaison”.

A better understanding beiween the departmenis and the FRO is therefore
essential as departments have a significant impact upon student outcomes
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(Umbach and Porter, 2002: 213). A study by Pifer (2010) found that
departments were highly competitive and that the faculty (staff) in these
competitive depariments were highly engaged which resulted in positive
relationships within their departments. Consequently it is important that the
university builds and clarifies how FROs relate to their respective depariments
over the six faculties, keeping in mind the end goal which is to work as one in

guaranteeing that there is quality in postgraduate administration.

4.4.2 4 Staff enrolment in postgraduate studies

While all UoTs attempt to encourage academic staff to enrol in postgraduate
studies, not all are enrolling and completing their studies on time, in fact
according to the Higher Education Monitor (2009) low progression rates and
non-completion have an impact on funding of the HE institutions from both
sponsors and government. Low enrolment, graduation and time-to-completion
rates, as well has high dropout rates in some programmes, do not augur well
for developing an adequate pool of high quality future academics (Tettey,
2009).

The graph below shows the percentage of academics encouraged to enrol in

postgraduate studies.

Academics encouraged to enrol in
postgraduate studies

B Yes
NO

Figure 4.6: Academics encouraged to enrol in postgraduate studies
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There is also a need for South Africa to recruit new PhD students who will be
able to replace the academics reaching retirement age. Mouton (interviewed
by Dell, (2009) said that PhDs in South Africa can not only be responsible for
national innovation initiatives and economic development in the future but PhDs
are also very important because you need a doctoral graduate to train the next
generation of academics. The fact that the DHET is insisting that academics
are hold a postgraduate degree, is evident from the graph above where 71%
indicated that they are being encouraged to enrol in postgraduate siudies.
Most responses (68%) indicated that they are being encouraged by their
Faculty Dean, HoD and Vice Chancelior via emails and in meetings. However
29% indicated that within their respective departments there is a lack of
motivation fo staff members and that academics are “dragging their feet” about
committing themselves to postgraduate studies. Significantly only 3% indicated

that they were encouraged by their FRO to undertake further studies.

The graph below illustrates the research services provided by the FRO to

academics who were not registered for postgraduate studies.

4 425 Research services provided by FRO to staff who are not postgraduate

students but who are doing research
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Rasearch services provided by FRO to staff who are not posigraduate students
but who are doing research

0% 10.% 20% 30.% 40.% 50.% 60.%

Staff are assisted with grant applications

External funding is sourced for researchers

Staff are assisted with the financial [} 0.70%
management of a grant ; i

Questions

Workshaops are offered on project
management skilis

18.40%

Writing workshops are offered to assist staff
to get published

.80%

Other: specify !

[ ; i
Percent | ! !

Figure 4.7: Research services provided by FRO to staff who are not postgraduate students but
who are doing research

51.8% of the respondents indicated that they were assisted with writing
workshops to equip them with skills to write for publication. With ‘Other
(27.7%) indicating that they were unaware of what the faculty offers to staff
members engaged in research but not registered for postgraduate studies.
Some of them also indicated that workshops were organised by the university's
Research and Postgraduate Development and Support Office but that the
FROs were not assisting them. Again some said that they were not engaged in
research and therefore were unaware of the services provided. 22.7% said that
their FROs assisted them with grant application, while 18.4% indicated that

workshops were offered on project management skills.

Funding of posigraduate studies remains an issue although the National
Research Foundation has launched a sweeping new funding project to tackle
the problem (Moodie, 2010). However staff members seemed unaware of
where and how to get their projects funded. As depicted on the graph above,

ignorance of the existence of external funding is a concern as only 6.4% of the
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respondents stated that external funding is sourced for researchers carrying out

research but not registered for postgraduate studies.

4.4.2.6 Academic services preferred by academic staff to be offered by FROs
Academics voiced different opinions concerning what academic services they
preferred. Most of the respondents indicated that they would prefer that a full
day be dedicated to research related work/activities. There was also a request
for FROs to assist with language editing and statistics; specific training on staff
request (eg. Endnote) and more support on academics who are involved in

research by reducing lecturing classes per day.

Academics also indicated that they felt it was unfair that the university was
receiving a larger portion of the subsidy than the author responsible for writing
journal articles when published in accredited journals. Most academics would
like the money accruing from their publications fo be deposited in their personal
accounts. The researcher is of the opinion that while the favourite reward and
encouragement may be money, allocating money to personal accounts woulid
be problematic. The researcher is in favour instead of the current process:
creating cost centres for academics who publish so that the money obtained
from publications may then be utilised for further research related activities
such as attending conferences or seminars, paying for conference fees and
publication fees, for equipment, etc. This further develops the research

capacity of the individual and of the institution

4.4.2.7 Administrative support services offered by FROS preferred by academic
staff.
Most of the respondents requested better administration of conference funding
applications. They felt that the process of applying for conference funding was
too slow and time consuming and that the process was not transparent as
some applications for funding were rejected without reasons being provided.
Others indicated that they needed administrative assistance in terms of
processes such as registration, proposal routing, appointment of supervisors,
changing of supervisors, requests for interruption/termination of study, and

workshops on specific issues. One of the respondents said “in order for us io
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know what we need and prefer, we should be made aware of what is provided

fo us, and at this point I am really not aware”.

Some were concerned about the examination processes, the respondents felt
that the FROs were not giving feedback on examiners’ reports timeously: ‘the
waiting period is too much and during that time you are waiting patiently and
nothing is being said to you and it is frustrating” . Others suggested that the
period given to examiners to examine a dissertation should be reduced from six

weeks fo four.

4,47 8 Administration Service and Support
The administrative service and support provided underpinning any
organisation Is the element which steers the organisation in the right direction
or if inefficient which can steer it off-course with serious consequences. Staff
responses confirmed that FROs do provide research services and support but

some were not providing uniformly effective services to their faculties.

Sector 1: Administration service and
support

Percent
0 5 10 15 20 25 30 35 4

: s

0 45

Assist with enrolment/registration

Provides student orientation

Assist with selection of promoter/supervisor

Assist with conference funding applications

Question

Assist returning students with re-
admission/continuation of study

Assist with procedures for examination

Other, piease specify

Figure 4.8: Administration service and support
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A significant minority of the respondents (39%) indicated that FROs assisted
them with procedures for examination, with 37.1% responded “other” indicating
that they were supported by their respective departments when it came fo

research related activities. Some academics complained:

< ‘I only received invifes to atfend postgraduate induction which were

facilitated by the Research and Postgraduate Support Office”

o

¥ “No orientalion was organised by the FRO fo welcome the students to

*

the faculty and give clarity on the faculty procedures and processes, of

which [ feel it is of great necessity”.

\7
4-‘0

‘A Faculty Research Officer should also be placed in Pietermaritzburg
Campus to assist us with research as we are uninformed of the

services offered fo staff members and students”

29.1% stated that they were assisted with selection of promoters/supervisors,
while 22.1% indicated that they were assisted with conference funding
appilications. However only 12.7% indicated that the FRO organises student
orientation for staff and students to better understand the process and services
provided to postgraduate students. 10% said that they were assisted with
enrolment/registration, and only a small minority (4.3%) agreed that they were
assisted with re-admission/continuation of study. This may be because

registration is carried out by the Faculty Office.

4.4.2.9 Research Capacity Development and support
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Sector 2: Research Capacity development
and support

Percent

Provides academic support to get students’
research published

Provides guidance and assistance for

obtaining research ethics clearance

Has set up a researcher’s forum

Organises specific training on staff request
{e.g Endnote)

Question

Provides language editing services

Provides statistical analysis services

Has a postgraduate lab for staff members
and students

Gther please specify:

| { i : [ i

Figure 4.9: Research Capacity development and support

Although the majority of the respondents indicated that their FROs do provide
Research Capacity development and support, 30.6% said that the FRO was not
assisting them and that they got assistance from their departments and senior
lecturers within the department. 52.5% of staff indicated that their FROs were
providing assistance in obtaining research ethics clearance and 41.8% stated
that specific training sessions were organised on request from staff. With
46.8% indicating that computer labs were available for postgraduate students
and 40.4% respondents indicating that they received financial support to get
their research published, the initiative to push and encourage postgraduate
studies was evidently bearing some fruit. With the financial support offered to
staff to publish their research it is expected that an increase in publications will
be evident in the coming years, taking into account that a portion of the money
that is earned from the state for research output is allocated to researchers’
publication accounts (as discussed above) which is usable for purchasing

equipment for research purposes, attending conferences, etc. (Schuize, 2008).
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4.5

Respondents were also asked to state what system of communication was
used to transmit and distribute information about postgraduate services offered
to them. The majority indicated that they received emails from their FROs and
some indicated that they receive information via emails from the department
research assistants. Although academics acknowledged the support provided
to them, they indicated that staff and students’ expectations were not gathered.
A study conducted by Kandiko, and Mawer (2013) found that students
perceived a lack of clear information to have the greatest impact on their
academic experience. The researchers recommended that, to support student
expectations and choices, there should be greater transparency of information

about services available.

Academics confirmed that conference attendance reports were requested after
attending a conference and in most cases they were requested by the Dean’s
office and Head of department. The majority of respondents felt the structures
and services provided for them suffered from a lack of personnel available
within the FROs to assist the ever increasing intake of postgraduate students.
45% complained that there was no transparency in handling of documentation
and that examination processes tended o be exhausting, examiners reports
taking longer than expected to be received. 38% of academics pointed out that
there was a need to place someone on the Pietermaritzburg Campus to
oversee postgraduate inquiries and provide assistance and support to

academics and students.

The following section will provide insights regarding M and DTech expectations

and perceptions of FRO research services and structures.

INTERPRETATION AND DISCUSSION OF M AND DTECH RESULTS

As indicated above, the results of M and DTech students’ questionnaire
responses are presented here separately from those of the academics. As with
the analysis of the results from the academic questionnaires above, the data
collected from the responses and the results will present descriptive statistics in

the form of graphs, cross tabulations and other figures from the quantitative
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data that was collected. Inferential techniques include the use of correlations

and chi square test values; which are interpreted using p-values.

4.6 THE RESEARCH INSTRUMENT
The research instrument consisted of 87 items, with a level of measurement at

a nominal or an ordinal level. The guestionnaire was divided into 6 sections

which measured various themes.

Section A: Biographical Details
Section B: Reliability

Section C: Responsiveness
Section D: - Assurance

Section E: Empathy

Section F: General Comments

4.6.1 Section A: Biographical information

0o 4 Agegroup
35.0
30.0

250

19

20.0

Percent

i5.0

10.6

5.0

0.0

<21 21-25 26-31 32-37 38-43
Age (years)

Figure 4.10: Age group

Approximately 80% of the respondents were younger than 31 years. This gives
an idea of the pattern of respondents being young people who are interested in
acquiring higher degrees as the institution is increasing postgraduate enrolment

in accordance with DHET demands.
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The mean and standard deviation of the respondents was determined using
grouped data formulae and was 26.1 + 7.2 years. A little more than 70% of the
respondents spoke either Zulu (38.7), English (21.8) or Xhosa (11.3) as their
first language or mother tongue. Although the university is diverse as it
accommodates national and international postgraduate students, very few
students had Sesotho, Ndebele, Tshivenda, French, German, Hindi etc as their
home language. Since the institution is within the region of KwaZulu Natal it is

therefore understandable that most of the respondents were Zulu speaking.

The table below indicates how the respondents were registered within their

respective faculties.
4.6.2 Cross-tabulation: M and DTech registration per facuity

Faculty in which you are registered
- @ T = o
5 o 8 | & qg 2| 21 € _
o = & o = 8 o o g @ &
cE © G £ 3 g O A T C© o
£ E 2 g9 § 2| of @& .
2 8 = |[Es 3§ =] 2 3
g = & 12 o £ 3| =
<L =y LU < <
5 Count 12 14 4 4 1 4 19 57
w Masters Degree; Full time " :
= % o
Z registered 57% 11.3% 32% |3.2%i3.2%| 15.3% 46.0%
o Total
o Count 7 10 0 1 1 8 27
S Masters  Degree; Part  iime
2 ) : % of
3 Registered 5.6% 8§.1% 0.0% |08%}[08%| 6.5% 21.8%
> Tota!
=3
5 Count 8 0 2 1 2 3 16
x Doctoral Degree: Full time
g . % of
= registered 6.5% 0.0% 16% |08%16%| 24% 12.9%
5 Total
®
E Count 4 6 1 210 4 17
£ Doctoral Degree; Part time
£ ) % of
o registered 3.2% 4.8% 08% |16%|0.0%] 3.2% 13.7%
% Total
2
£ Count 0 1 0 2 0 4 7
(3}
3 In the process of registering % of
2 _ 0.0% 0.8% 00% |1.6%|0.0%} 3.2% 5.6%
o Total
Count 31 31 7 10 7 38 124
Total % of
Total 25.0% 25.0% 56% [8.1%!56% | 30.6% | 100.0%
o2

Table 4.3: Cross-tabulation: M and DTech registration per faculty
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The majority of the respondents were registered for a full time Masters Degree
(46.0%). There were similar numbers of respondenis from the faculties of
Management Sciences, Health Sciences and Accounting and Informatics
(average = 27%). Similar or lower values (average = 6.5%) were from the
remaining faculties. The largest grouping of respondents were full time Master’s

Degree students from the faculty of Management Sciences (15.3%).

4.6.3 The period of registration

30.0
45.0
40.0
35.0
30.0
25.0
20.0
15.0
0.0

5.0

0.0

Percent

G-& 7-13 14-20 21-27 28-34 35-41 > 4%

Number of months

Figure 4.11: Period of registration

Figure 4.10 revealed that nearly haif of the respondents (47.6%) had been
registered for their respective qualification between 7-13 months; 18.5% being
registered for 14-20 months; while 12.1% being registered between 21-27
months. The remainder was registered between 0-6 (11.3%}), 28-34 (4.0), 35-
41 (4.8) months. As reflected on fable: 4.3 most of the respondents indicated
that they were registered for a MTech qualification making figure 4.10 above
justifiable in terms of the months/period in which the respondents had been
registered. It is also important to understand that an MTech qualification at the

selected university takes a minimum of one year after registration.

The table below indicates awareness and use of the Faculty Research Office
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464.

Awareness and use of the FRO
Are you aware that your faculty
has a Faculty Research Office? Total
Yes No
Do you use Count . B6 0 66
services provided by % of Total 54.5% 0.0% 54.5%
your Faculty Count . 12 43 55
Research Office? % of Total 9.9% 35.5% 45.5%
Count 78 43 121
Total
% of Total 64.5% 35.5% 100.0%

Table 4.4; Awareness and use of the FRO

Nearly two-thirds of the respondents (64.5%) were aware of the FRO. Of

these, 54.5% used the services of the office, while a significant proportion

(35.5%) indicated that they were unaware If their faculty had a FRO. This means

that about 45.5% were not using the services provided by their FRO as they

were either assisted by the departments in which they were enrolied, or by their

supervisors.

Those students who indicated that they were not using the services provided by

the FRO in their facuities were requested to provide reasons as to why they

were not using the services and support provided by the FRO. Responses

included:

)
0.0

“Since arriving, the Department has been very helpful and my
supervisor played a crucial role in informing me of the processes”™
(Media,

Communication); reason as fo why [ do not use the FRO is that { am

‘I normally use my Department Language and
not really clear of the services they provide”;

“Not sure if we have one in our faculty as our Faculty Office assists us
and the department”

“‘Basically we have been struggling with research as we don't have
research administrators as a result we fend fo be a burden fo our

supervisors”;

71



% ‘I am working with my supervisors on my research proposal and { have
never been told that there is a FRO, but since [ have been told, | will
visit the office to gef enough information about postgraduate processes,

services and most importantly workshops they offer”.

The majority of respondents (54.5%) indicated that they use the services when
they have research related problems, while 40% indicated that they used them
when they needed information. Only 4% were using the services as often as
once a week and the remainder were only using them on rare occasions — but

this was often because they were rarely on campus.

49% of the respondents indicated that supervisors referred them to the FRO
when they needed assistance; 47% were referred to the FRO when they had
research related problems and 4% were referred to the FRO at least once a
week. These students visited the FRO to seek assistance and clarity in
different aspects of postgraduate studies. Their reasons for visiting the FRO are

presented below.

4.6.5 Reasons for visiting the FRO
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Reasons for visiting FRO

0% 5% 0% 15% 20% 5%

To gat general information about postgraduats studies

To get information about registration

To get information about PG to PG13 forms

To enguire about the servicas which the Faculty Research
Office provides to postgracuates

To gat assistance when completing forms

To enguire ahout workshops 1o be conducted for
postgraduates

To reguest for a supervisor or Co-SUpervisor

To request for & change of supervisor or co-supervisor
To enquire about graduation

To get information regarding conference funding

To enguire about examination process

To get information about proposal routing

To get information about the postgraduate faculty funding

Cther

B Percant

Figure 4.12: Reasons for visiting FRO

The graph above depicts different reasons for students visiting the FRO.
Although services are provided io both students and staff members, some
respondents (10%) felt that the information they received about postgraduate
services from their respective departments was sufficient to carry them through
their postgraduate studies. 22% visited the FRO to get general information
about postgraduate studies, while 12% indicated that they get information about
the official PG1 to PG13 forms. 9% indicated that they visit to enquire about
research workshops to be conducted for postgraduates and to get information
about proposal routing. The remainder is shared amongst the other options. It
is important that the researcher highlights that very few students (4%) visit their
FROs to enqguire about research services to postgraduates. This shows that

(although it is a “two way stream” and the FRO also needs to communicaie
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their services to students) some of M and DTech students are not yet enquiring
about research services provided to them. This might result in students not
knowing what is required and expected from them by the university, nor what

support structures are put in place to enhance their studies.

Section B below was designed in line with the Servqual dimension as
discussed in Chapter Two. This section provides a ciear understanding
concerning how far the research services provided by FROs met the

expectations of M and DTech students.

4.6.2 Section B: Expectations and perceptions (Servqual dimensions analysis)

4.6.2.1Reliability
Cronbach's alpha measures how well a set of items (or variables) measures a
single unidimensional latent construct. When data have a multidimensional
structure, Cronbach's aipha will usually be low. Technically speaking,
Cronbach's alpha is not a statistical test - it is a coefficient of reliability (or
consistency). Cronbach's aipha can be written as a function of the number of
test items and the average inter-correlation among the items. Below, for
conceptual purposes, we show the formula for the standardized Cronbach's
alpha:
e N-¢ ]
v+{(N-1)-¢c

Here N is egual to the number of items, c-bar is the average inter-item
covariance among the items and v-bar equals the average variance. One can
see from this formula that if you increase the number of items, you increase
Cronbach's alpha. Additionally, if the average inter-item correlation is low,
alpha will be low. As the average inter-item correlation increases, Cronbach's
alpha increases as well.

This makes sense intuitively - if the inter-item correlations are high, then there
is evidence that the items are measuring the same underlying construct. This

is really what is meant when someone says they have "high" or "good"
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reliability. They are referring to how well their items measure a single
unidimensional latent construct; which in this case are the four dimension
(Reliability, Responsiveness, Assurance and Empathy) which were used fo test

reliability using Cronbach’s alpha.

~ Reliability is computed by taking several measurements of the same subjects.
A reliability coefficient of 0.70 or higher is considered as “acceptable”. The

results are presented below.

Dimension Number of tems Expectations Perceptions
Reliability 4 930 .851
Responsiveness 19 859 839
Assurance 8 969 .936
Empathy 6 250 824
Overall 35 978 972

Table 4.5: Reliability scores

The overall reliability scores for each section are high (0.978 for Expectations
and 0.972 for Perceptions). This indicates a high degree of acceptable,
consistent scoring for the different categories for this research. All of the
categories have (high), acceptable reliability values that exceed the minimum

required value of 0.700.

4.4.6.2 Factor Analysis

Factor analysis is used to study the patterns of relationship among many
dependent variables, with the goal of discovering something about the nature of
the independent variables that affect them, even though those independent
variables were not measured directly. In this research, the 5 dimensions are the
independent variables and the statements that constitute them are the

dependent variables. The inferred independent variables are called faciors.

4.4.6.3 Why is factor analysis important?
Factor analysis is a statistical technique whose main goal is data reduction. A
typical use of factor analysis is in survey research, where a researcher wishes

to represent a number of questions with a small number of hypothetical factors.
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For example, as part of a national survey on political opinions, participants may
answer three separate questions regarding environmental policy, reflecting
issues at the local, state and national level. Each question, by itself, would be
an inadequate measure of attitude towards environmental policy, but fogether
they may provide a better measure of the aftitude. Factor analysis can be used
to establish whether the three measures do, in fact, measure the same thing. If
so, they can then be combined to create a new variable, a factor score variable
that contains a score for each respondent on the factor. Factor techniques are
applicable to a variety of situations. A researcher may want to know if the skills
required to be a decathlete are as varied as the ten events, or if a small number
of core skills are needed to be successful in a decathion. You need not believe
that factors actually eXist in order to perform a factor analysis, but in practice

the factors are usually interpreted, given names, and spoken of as real things.

The matrix fable is preceded by a table that reflects the results of KMO and
Bartleit's Test. The requirement is that Kaiser-Meyer-Olkin Measure of
Sampling Adequacy should be greater than 0.50 and Bartlett's Test of
Sphericity less than 0.05. In all instances, the conditions are satisfied which
allows for the factor analysis procedure. The graphs are attached as appendix
L.

4.6.3 Section Analysis
The graphs below indicate the mean scores for each statement, as well as the
gap scores (which are the differences between the Mean Expectation and
Mean Perception) for each component. Tables of mean scores are also
presented by dimension. The values were reverse coded (ie. 5 became 1 and
1 became 5) so as to show the magnitudes of the negative gaps. The actual

scoring patterns in terms of the frequencies can be found in the appendix.

Figures 4.12 to 4.15 below indicate the mean scores for each statement, as
well as the gap scores (which is the difference between the expectations and
perceptions) for each component. Service quality for each dimension is
captured by a difference score G (representing perceived quality for that item),

“where: G (gap) = P (perception) — E (expectation) and where P and E are the
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average ratings of a dimension's corresponding perception and expectation

statements respectively.

The statements in each figure are indicated on the horizontal axis (e.g. 1 refers
to the 1% statement under that particular dimension). The mean scores are
indicated on the vertical axis: expectation (E: maroon bar), perception (P:
green bar). The gap scores between the E and P (G: purple bar) are discussed

under each dimension.

4.6.3.1 Reliability: the ability of the Faculty Research Office to perform the

promised services dependably and accurately based on four statements

50 ~ Reliabilty of the FRO

)
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o

2.0

Mean Score
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BE BP ®Gap Statement Number

Figure 4.13: Reliability of the FRO

The overall gap score of -0.5 is similar to the individual gaps for each
statement. The average expectation and perception scores are similar as well.
The expectation scores are high (= 4.0) and correspond to (strong) levels of
agreement with each of the statements. The perception scores average
between neutral and the level of agreement (3.4 to 4.0). This consistent leve]
of scoring gives an overall expectation score of 4.1 whilst the perception value
is 3.6. These scores indicated that the expectation was higher than perception
of service delivery within these areas. Clients normally expect services they

receive to be carried out reliably, accurately and effectively within a good
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Mean Score

WE

turmaround time (Reddy, 2014). The significance of the difference is tested

helow.

There is an approximate difference of 7% between the agreement scores for
the expectation values between the statements that constitute this dimension.
This gap increases to 20% for the perception statements. This implies that the
respondents mostly had similar views for all of the statements in terms of
expectations, but that these views differed in terms of perceptions. This
dimension shows that the ability for the FROs to perform the promised services
dependably and accurately needed improvement. The next dimension focuses

on responsiveness of the FROs

4.6.3.2 Responsiveness of the FROs

This section investigates the perceived willingness of the Faculty Research

Offices to help students and provide prompt service, based on 19 statements.
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Figure 4.13: Responsiveness dimension score
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The average Gap score is -0.5, with the average Expectation score being 4.0
and the Perception score is 3.5. Some gaps are small (s 0.4) whilst some are
large. The lowest gap score was -0.3 based on the statement regarding
whether the FRO provided accurate information in ferms of postgraduate
registration processes (statement 8). The respondents were slightly less
satisfied with the information given to them by the FRO pertaining to M and
DTech registration processes. The response whether the FRO deals with M
and DTech registration (statement 9) and whether staff always keep students
updated about the services they provide (statement 13) provided the highest
gap scores of -0.7. The respondents mostly agreed that all postgraduate
registration processes should be conducted by the FRO rather than the faculty
office to minimize unnecessary delays. Students expect to be informed of the
research services (postgraduate research processes and procedures) which
are provided by FROs, but the resulting gap score indicates that this did not
occur sufficiently.  According to Mdyogoio (2012) the university’s ability to
provide research services plays a significant role in the success or atirition of
postgraduate students; hence these entwined gaps need to be addressed to
avoid unnecessary dropouts. The literature indicates that there are many
different factors that contribute to postgraduate students dropping out. This
varies from funding difficulties, to social class issues, to organisational and
academic aspects, to problematic relationships between a student and a
supervisor (Albertyn, Kapp and Bitzer, 2008). The researcher believes that if
research services are not communicated and provided adequately to

postgraduate students that may also be a contributory factor to postgraduate

dropout.

With regards to whether the FROs provide research capacity development and
support to postgraduate students (statement 7) there was a gap score of -0.6.
Although the university runs a number of general research workshops
facilitated by experts to support postgraduate studies;- postgraduate students
felt that they were not getting sufficient research capacity development and
support from their respective FROs to improve their research capabilities within
their respective fields of study. The researcher argues that in order to minimise

this gap, the FROs must establish the exact needs of the staff and M and
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DTech students within their faculties so to organise and provide the required

research assistance.

In terms of the faculty having its own (decentralised) FRO, this also resulted in
a gap score of 0-6. While this may appear to indicate some dissatisfaction with
faculty based research offices, it can also be attributed to some students not
using the FRO as they sought assistance from their departments. Also most of
the respondents had been registered between 7-13 months making them not
the ideal people to ask about this as they were not registered when the
university had only one Research Centre/Postgraduate Centre which catered
for all the faculties within the university. One of the respondents stated that she
was relatively new to the university and that it was premature for her to
comment on whether central research office was better than FROs or vice
versa. This is further suggested by conversations the researcher has had with
academics who were once students at the university and are now employed
there. They acknowledge the persistence improvement that the university has
made and that decentralising Research Offices was one of those improvements
in ensuring the university becomes research orientated. However while seeing
the benefits of the establishment of FROs they also agreed that there was still
more work to be done in ensuring that postgraduate studies are adequately

sustained.

The next section looks at the assurance dimension.

4.6.3.3 Assurance of the FRO
This section locked at the knowledge and courtesy of Faculty Research Office

staff members and their ability to convey trust and confidence based on nine

slatements.
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Figure 4.15: Assurance dimension score

The overall gap score of -0.6 is similar to the individual gaps for each
statement. The average expectation is 4.0 while the average perception is 3.4.
The expectation scores are high (2 4.0) and correspond to (strong) levels of
agreement with each of the statements. This indicates that respondents
believe that the assurance dimension is somewhat lacking. The significance of

this difference is tested below.

The lowest gap score was -0.4 based on the statements whether FRO
members had good communication skills (in other words, that they provide
clear, helpful, complete and easy-to-understand answers when they attend to
students’ requests) (St 25) and whether the FRO staff were eager to assist
students (St 26). Respondents were not entirely content with the way the
FROs communicated, meaning that the information communicated to them was
somewhat lacking in quality and not always easy to understand. Noe (2010)
states that, in building trust and good collaborative working relationships, it is
essential to have good communication skills and therefore, in this case, the
abiiity to convey ciear and courfeous information about services to students.

Further, respondents perceived that the FRO staff were not giving them the
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desired assistance, which might also be a coniributory factor as to why some
student are not using the FRO. Statement 27 and 28 had a gap score of -0.5
indicating that the respondents’ expectation that their queries would be
attended to promptly and handled in a manner which would instil confidence
was not fully met. Some respondents raised conceins about lack of

fransparency in handiing research processes.

The largest gap score of -0.8 referred to statement 29 where M and DTech
students perceived that the FRO was falling short in terms of personnel, and
that the FRO structure was not conducive to carrying out the duties and

research services which it should be providing.

It must be noted that in order to move the university to the next level in terms of
postgraduate enrolment, qualification upgrade, and academic publications, the
university not only needs fo acquire the services of well-established
researchers and professors to improve publication rates and to provide good
supervision, but also to look at increasing the number of research-driven
administrators who strive for service delivery excelience to cope with the ever
increasing number of enrolled posigraduate students. It should also be
highlighted that in order to achieve the university’s objectives in regard to
increase postgraduate enrolment, improved pass rates and scholarly
publications the university needs to focus on FRO processes and procedures
for administering research services and try to find a uniform approach that will

be adopted by the whole university so as to minimise the existing gaps.

The next section looks at the empathy dimension.

4.6.3.4 Empathy
This section looks at the level of caring individualized attention the Faculty

Research Office provides for its staff and student ‘customers’.
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Figure 4.15: Empathy dimension score

The average Gap score is -0.2. The average Expectation is 4.0 while the
average Perceplion is 3.6. In this dimension students perceived that the
research services were offered in a reasonably caring manner. The smallest
gap score of -0.1 pertained to statement 35 in which the students perceived the
FRO staff to have a neat and professional appearance. in terms of the FRO
having convenient operating hours (Statement 32) the students perceived that
the FRO had convenient operation hours and that DUT conforms to the working

hours set by the South African government and labour law.

Perceptions of research laboratory facilities satisfaction was lower. Due to the
ever increasing intake of posigraduate students, it is important that the
university creates more postgraduate labs. Statement 34 which concerns
students’ expectation that their faculties would have postgraduate research labs
with advanced equipment (computer, telephone, printers, etc) received a gap
score of -0.4 They indicated that the attainment of their expectations in this
regard would enable them fo focus more on their studies and increase their

ievel of commiiment.

The respondents perceived the FRO to be difficult to find and locate. This
dimension had the largest gap of -1.1. Realistically, this gap needs to be taken
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4.7

into consideration seriously as one of the factors that infiuence students to seek
assistance from their departments and supervisors in preference to the FRO.
The researcher strongly believes that if FROs were fo be situated in more
identifiable offices, student might find it easy to associate with their FROs which
in turn could help build a perception of reliability and trust amongst students.
Currently FROs are situated in offices which are small and not conducive to

consultation.

The overall findings therefore show that the respondents’ perceptions over the
four service quality dimension (Reliability, responsiveness, assurance and
empathy) were slightly negative, as each of the four dimension had a negative
quality gap. The most serious quality probiém related to responsiveness and
assurance. This indicates that, for example, the FROs were not seen to be
assisting students adequately; that their ability to offer research workshops,
willingness to assist students, ability to attend to queries promptly, to provide
personnel with expertise in administration with the ability to ook after the best
interests of the students adequately along with their communication of the

research services they offer were all to varying degrees below expectations.

Students were clear that the FRO needed to be prominent in postgraduate
activities and also be able to convey clear and precise understanding of

research processes and services 1o the students.

The foliowing section focuses on the interviews conducted with the Facuity

Research Co-ordinators (3); Faculty Research Officers and Assistants (3).

INTERVIEWS

Having gathered information from the service recipients (academics and M and
DTech students) it was also of importance that the study gathered data from
the FRO staff members. The data was coliected using structured interviews
which were structured o answer objectives 3 and 4: what services are offered
by each of the faculty research offices at the university; and the structure of
each faculty’s research office. The Research Co-ordinators’ (RCs) interview
schedule consisted of 39 questions while the one for FRQO consisted of 41

guestions. The questions asked to Research Officers (RO) were similar and
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therefore the finding below presents an overview of their responses. These
interviews were conducted at the interviewees’ preferred location (in many
cases in their offices). This created a comfortable and pleasant atmosphere for

the participants as they were familiar with the surroundings and felt at ease

when being interviewed.

4.7.1 Objective 3: what services are offered by each of the faculty research
offices?
This section will discuss the findings with regards to the above objective based
on the following questions: 4,6,5,7,8,9,10,11,12,13,14,15,16,17,18,19,20,21,22,
23,332 and 33. The purpose of these questions was to ascertain what

research services were offered by each FRO and whether the FROs provided

services {o develop and sustain them.

Research Co-ordinator 1 PhD years
Research Co-ordinator 2 PhD 4 years
Research Co-ordinator 3 PhD 6 months

Faculty Research Officer 1 | Bachelor of Technology 4 years

Faculty Research Officer 2 | Bachelor of Technology | 4years

Faculty Research Officer 3 | Honours Degree 2 years

Table 4.6: Faculty Research Office staff members

In terms of their quaiifications, the Research Co-ordinators (RC) who were
interviewed held PhDs while the other (not interviewed) aiso has a docioral
qualification. The ftwo ROs held a Bachelor of Technology degree and the
other had an honours degree. Two of the RC and ROs had been working in the
FRO for more than four years while the remaining RC has only been at FRO
for six months and another RO has worked for two years in the FRO. On
inferviewing the respondents, they indicated that the RCs and ROs worked
closely together and that the operations of research were handied by them
almost interchangeably, although the ROs were more involved in administration

and providing research services and assistance, while the RC dealt with,
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amongst other things, research and academic matters pertaining to the faculty
including supervision, examination, chairing of meetings, membership of
different committees within the institution and co-ordination of research. In
terms of the Faculty Research Office being conveniently located, (66.7%) of the
FRO staff stated that their offices were conveniently locate. 33.3% stated that
better signage and direction boards were required to assist in finding/locating
their respective FROs. This to some extent contradicted the response given by
academic staff (59%) who indicated that it was difficult to locate the FRO.
Upon informally interviewing the academics they indicated that there were no
signage or directions pointing to the Faculty Research Offices which made it

difficult for staff and students to locate it.

When the respondents were asked about the services the FRO provides, they
stated that the FRO provided extensive research services both to M and DTech
student and fo academics. These services range from assisting postgraduate
students with information pertaining to registration; explaining postgraduate
forms and M and DTech research processes; liaison between the Faculty
Research Committee (FRC) and postgraduate students; liaison with the Higher
Degrees Committee; ethical application processes; examination processes; and
graduation process. Two of the RCs indicated that although the FRO handies
research activities in their respective faculties, there were also Departmental
Research Committees (DRC) which reviewed and approved research
proposals prior to their being approved at FRC level. It would seem therefore
that while the institution was trying to improve research outputs, the research
support differed from faculty to faculty which indicates that there is no uniformity
in the way the research services were offered by FROs. This perhaps is the
result of varying levels of capacity within depariments and therefore if there is
capacity, departmenis tend fo formulate DRCs to supervise research activities

within that particular department.

in terms of providing academic skills and proposal writing workshops, the
respondents indicated that there were research workshops to assist students
with these skills. Wadesango, Maphosa and Moyo (2014:54) believe that these

workshops provide an opportunity for students to improve the skills that will be
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required throughout their studies and for postgraduates to refresh their skills if
returning fo study after a break from academia. One of the respondents added
that these workshops were conducted by supervisors in the form of groups
(made up of 10-15 students) in that particular department. The others stated
that workshops were organised by the Facuity Research Office and facilitated
by internal and external research specialists. They further stated that the
institution had a number of research workshops for postgraduate capacity

development.

The majority of respondents indicated that there were structures/ programs in
place to enhance research including capacity development, funding
information, scholarships, incentives from publications etc. In addition to these
programs and structures for enhancing research, it was noted that the
university had other offices and individuals Who assist students in terms of
academic writing, statistics and editing. According to the interviewees they
offered research support fo students and academics who were enrolled in
postgraduate studies and also to those who were not registered for
postgraduate studies but participated in research related activiies. This
response was not however consistent with the responses from students who
indicated that their FROs lacked reliability, responsiveness, assurance and
empathy. Also academic staff corroborated the students’ view to some extent
as they indicated that they were often unaware of what research services were
offered by their respective FROs both to staff who were not involved in
research and to staff who were registered for postgraduate studies. One third
(33%) of academics indicated that they were assisted by their departments
(rather than by their FROs).

This indicates the need for FROs to educate staff and M and DTech students
more effectively about the research services that are offered and what they can
actually provide as research administrators. This is crucial according to Nadiri,
Kandampully and Hussain (2008) who argue that higher education providers
need to understand students’ expectations and perceptions about what
constifutes a quality service if they are to attract students and cater for their

needs. This will go a long way to ensuring that research processes are
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followed and adhered to which in turn will assist in increasing students’ and

atademics’ graduation rates and research outputs.

The majority of FRO staff (66.7%) indicated that annual progress reports are
requested from students and that those reports reach the FRO via the
supervisors, while the other FROs held research progress presentations to
determine whether students were progressing satisfactorily or whether they
were finding difficulties. Where students said that they had difficulties or were

struggling with their research, the Faculty Research Office provided assistance.

Therefore overall while the FROs were minimally meeting the academics’ and
M and DTech students’ expectations, they agreed that there was room for

improvement in view of ever changing student population demands.

4.7.2 Objective 4: to determine structures of each faculty’s research office
The above objective was met through the following questions: 23, 24, 25,28,29
and 32.

The respondents were asked whether having a decentralised research office
benefited students and staff members in terms of research. Most of them
indicated that having research offices within faculties has not only benefited
academic staff and students but it has also benefited the faculty as a whole.
Bringing the research office into faculties allowed research services to be cioser
to staff and students and this on its own aliowed staff and students to make
requests and be assisted much more quickly. At the same time, processes
were expedited.

in response to whether the existing FRO structures were able to carry out the
functions and activities ostensibly offered by the FROs views differed. 66.7% of
respondents stated that they felt the structures were not meeting the ever
increasing number of postgraduate students and that their offices were faliing
short as regards personnel. Faculty Research Offices were normally run by
two staff members (1 permanent RC and 1 temporal RO). According to these
employees, this really afiected the functioning of the office as there was too

much work to be carried out by two people, taking into account that the
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research office serves both staff and posigraduate needs within the faculty.
The other 33.3% stated that they were satisfied with their structures and that
they were coping. While the answers were different, one has to be aware that
some faculties have a far larger number of staff members per department; more
staff who are research active, more postgraduate programmes and a greater
postgraduate student enrolled. The researcher therefore believes that it would
be wise to consider these aspects when putting faculty research structures in

place.

In terms of the qualifications of administrative personnel deployed in research
offices, the RCs unanimously agreed that administrative personnel should have
at least a Bachelor's degree or Honours Degree and that they should be
equipped with a range of necessary administrative skills, (for instance,
telephone etiquette, faxing, emailing, minute taking, filing, proper profession
liaison with internal and external people). 33.3% admitted that the skills of their
administrative staff were below standard in various ways. This, they felt, could
be atfributed to a lack of proper handover procedures at the time of their
appointment and to the fact that no proper training was provided for the current
employee after taking over. One of the things that the respondents also
highlighted was that most of the administrative personnel were not permanent
and therefore when they were offered permanent employment elsewhere, a
‘cycle’ of replacing and rebuilding re-occurred. This must result in a lack of

continuity and consistency in handiing research processes.

When RCs were asked about their preferred personnel structures, most of them
said that they would like to have one Faculty Research Officer and two
Research assistants. This according to the respondents would enable the
office to function more effectively as the work will not stop if one of them is
absent. Presently if a member of staff is absent, work becomes a burden to the
only person present and eventually results in the research office being
unproductive. Hence, an appropriate staff complement should be employed to

take charge of specific portfolios (Zheng, 2012).
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4.8 SUMMARY
The findings from academic staff, M and DTech students indicated that FROs

were not yet meeting the desired or expected research service standards. The
five SERVQUAL dimensions of reliability, responsiveness, empathy and
assurance each indicated a guality gap, suggesting that the FROs urgently
need to attend to these gaps. One of the major concerns was that of
inadequate communication. Academic staff, M and DTech students felt that the
research office was tailing to communicate its services as a service provider,
and as a result staff and students often sought assistance from their respective
departments and supervisors rather than from the FRO. The findings from the
interviews however were that the research office staff were working hard to

ensure that the research services they provide served the needs of staff and

students.
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5.0

5.1

CHAPTER FIVE
CONCLUSIONS AND RECOMMENDATIONS

INTRODUCTION

Chapter four presented resuits and discussed the findings obtained from the
respondents. This chapter will therefore recommend what should be done as a
result of the findings described in the previous chapter. The chapter begins by
outlining the achievement of the objectives of the study; recommendations are
made; the limitations of the research are presented; and the chapter concludes

by suggesting potential future directions for research.

ACHIEVEMENT OF THE OBJECTIVES

As discussed in Chapter 2 above, Singh and Khurana (2011:13) explain the
Service Quality (Servqual) Model as derived from an analysis of the magnitude
and direction of five gaps in perceived service quality, while Shahin (2007:2)
explains the possible causes of each of these gaps. This formula is applied
below to the findings of the data in order to make recommendations towards
minimising the gaps identified in the research findings. It should be noted that
the literature on Servgual dimensions adapted for this study explains that
service quality is intertwined and if one dimension is lacking then the other
remaining dimensions will alsoc be affected. Thus no neat division between the

guality dimensions identified can be drawn.

Gap 1. Understanding

‘The difference between customer expectations and management perceptions
of customer expectations’ (Singh and Khurana. (2011:13)) s a result of lack of
a marketing research orientation, inadequate upward communication and too

many layers of management’ (Shahin (2007:2)).

The research office therefore needs fo communicate its services by holding
orieniations, research sessions, and online forums. They should not only
conduct these workshops to address services provided but also to establish
and understand what research services and support staff and students regard

as crucial in order for them to be productive in research activities.
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Gap 2: Service standards

‘The difference between services quality specifications and management
perceptions of consumer expectations’ (Singh and Khurana. (2011:13)) ‘occurs
as a result of inadequate commitment to service quality, a perception of

unfeasibility, inadequate task standardisation and an absence of goal setting’

(Shahin (2007:2)).

FROs therefore need to distinguish what their obligations and purposes are
within faculties and outline their responsibility as a service provider.
Subsequent to that better expanded structures with more skilled personnel to
handie different portfolios will aid in minimising this gap. Ascertaining
information from academics, students and supervisors on what services are
preferred will assist in keeping research services offered in line with what
service receivers expect from the research office, and that may also contribute
in reducing the difference between the services quality specifications and
management perceptions of consumer expectations. This gap was identified in
the interviews with FRO personnel whose perceptions of the services they

delivered were more positive than were their clients’ perceptions.

Gap 3: Service performance

‘The difference between service quality specifications and the service actually
delivered’ (Singh and Khurana' (2011:13)} ‘occurs as a result of role ambiguity
and conflict, poor employee-job fit and poor technology-job fit, inappropriate

supervisory control systems, lack of perceived control and fack of teamwork

(Shahin (2007:2)).

Action speaks louder than words; communicating research services will not on
its own improve research performance but different measures need to be taken
to ensure that these communicated services are put into practice. This will be
achieved once the FRO clearly understands its role as a service provider.
Once that has been estabiished the RCs shouid then supervise and mentor the
administrative personnel to prepare them with administrative skilis to betier
administer research services. The research office personnel will then have to

work closely and cohesively as a team in order to achieve better service

performance,
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Gap 4: Communication
‘The difference befween service delivery and what is communicated about
service to customers’ (Singh and Khurana. (2011:13)) ‘occurs as a result of

inadequate horizontal communications and propensity to over-promise’ (Shahin

(2007:2))

Adequately communicating research services via emails, telephone, forums,
seminars, and meetings will play a significant role in ensuring that academics
and students are well informed of the support and development that is offered
by FROs. However the communicated research services should not be over

promised as this will create a negative image of the research office if it shouid

fail to deliver.

Gap 5. Service quality

‘The dffference between customer expectation of service quality and customer
perception of the organization’s performance’ (Singh and Khurana. (2011:1 3))
‘occurs as a result of the influences exerted from the customer side and the

shortfalls (gaps) on the personal needs, word of mouth recommendation and

past service experiences’ (Shahin (2007:2)).

This gap can be minimised by having well-developed research structures with
knowledgeable and skilled staff providing quality research services. This in turn
will lead to good word-of-mouth and past experience recommendations from

students and other stakeholders.

The following section provides a reflection on the stated objectives of the study

in order to assess how far these have been met and to make recommendations

related to the objectives.

3.1.1 Objective 1: To determine how academic staff and students perceive

research services provided by their faculty office.

Findings reveal that academic staff and students were not entirely satisfied with
the research services provided by FROs. The predominant weakness

experienced related fo the inadequate communication of research services
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provided to M and D Tech students and academics by FROs. Further,
respondents were in agreement that their respective FROs were not conducting
postgraduate orientations. Respondents felt that FROs were not being vocal
enough about the research services they offered. As a result some sought
assistance from their supervisors or from the departments in which they were
registered. Most of the respondents agreed that postgraduate forms were sent
to them upon request but when asked whether progress reports on students
were made avaitable by FROs, the majority of staff members were unaware of
this. Alternatively some siudents indicated that progress reports were
requested by the departments while other students indicated that progress
presentations were conducted by DRCs. Most of the respondents indicated
that post-conference reports were sent to departments and not to FROs. In
view of these discrepancies in perception FROs need to have a uniform
procedure for the management of research services such as these and this

needs fo be clearly communicated.

To assist with this FRO struciures should be expanded rather than having sub-
research offices (DRCs) within departments as this can create problems for
staff and students in the sense that they might not be getting the latest updated
information in the form of pestgraduate forms, scholarships/funding notices, or
notices about upcoming capacity development workshops, examination

procedures or graduation processes.

Supervisors need to encourage their students to visit the FROs more regularly
for information pertaining to their posigraduate studies. Apart from this, another
way of ensuring that services are known to academics and students is by
having postgraduate online forums where postgraduate forms, postgraduate
services and procedures can be uploaded. These online forums would also
enable academics and students to deveiop chat-rooms, form discussion groups

and share knowledge.

In terms of progress reports, these should be requested by FROs at least once
a term. These reports should come signed off by someone neutral who could

be the HoD, but not the supervisor. This wouid enabie students to provide
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detailed progress made, and difficulties and challenges faced, without fearing to
jeopardise the student-supervisor relationship. These progress reports should
serve FROs as building blocks in trying to improve research services and rectify

challenges faced by students which in turn will contribute to improved student

graduation rates.

Conference reports should also be submitted to the FROs in a document format
upon the participant's return.  This will assist in documenting faculty
invoivement in scholarly activities such as conference attendance, leading to
the provision of more assistance in supporting research and publications — for
instance a list of accredited journals that can be obtained from the FROs to

assist academics, and M and DTech students when publishing their work.

Academics agreed that while research was increasingly impacting on their tight
academic schedules, now that they were expected to upgrade their
quaiifications and publish scholarly articies, they experienced FRO support for
research processes as marginal. Further, most of the academic staff indicated
that they were not aware whether there was a comprehensive postgraduate
guide to assist them with the full range of research processes. In terms of
funding of postgraduate studies, publications, and conferences, academics
were aware that funding was provided by the institution but they stafed that the
process was long and time consuming. This process however was handled by
a different support department outside of the faculty — therefore it would be
wise to allocate personnel with experience in postgraduate funding or to
educate and sanction FROs to administrate and process funding applications
within the faculty in order to expedite matters. With regards to postgraduate
guides, these should be given to students during the registration orientation
period and aiso be easily accessible online. These postgraduate guides should
also be sent to supervisors as some of them might be unsure of these

processes — especially external supervisors.

The findings from M and DTech students revealed that, while not all service

dimensions were negative, there existed a negative service perception gap to a
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greater or lesser extent within each of the four SERVQUAL dimensions. This
means that the FROs to some degree lacked:
< the ability to perform the promised research services dependably and
accurately,
< a willingness to help students and provide prompt services;
“ the knowledge and courtesy required to convey trust and confidence to
academics, M and DTech students, and
< the ability fo give caring individualized attention to academics, M and

DTech students.

5.1.1.1 The ability to perform the promised research services dependably and
accurately.
As a service provider, it is crucial that the services said to be offered to
students and academics be provided and be of good quality. These services
should be offered with understanding and empathy to avoid confusing or
undermining students. In other words the research office needs to be reliable,
knowledgeable, considerate and consistent in handling research matters and
services. This will motivate academics and students to associate with, and rely
on, the services of FROs thereby increasing knowledge amongst stakeholders
about research processes. This can be achieved by constantly educating FRO
staff members, and acquiring more administrative personnel to assist with the
administrative workload. Employing permanent administrative personnel will
provide consistency in handling of services as constant staff changes tend to
reduce the level at which services are provided. Innovated research structures

with better trained staff will be in a position to channel research activities more

effectively.

5.1.1.2 The willingness to help students and provide prompt services
The research office staff need to be precise in their research dealings and be
prepared to go out of their way to ensure that students and academics are well
informed about research services. Providing prompt quality services enables

students and staff to recognise the importance of familiarizing themselves with

their FROs.
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This can be achieved by running faculty postgraduate orientations twice a year
(as posigraduate studies are registered throughout the year); specifically
informing and educating students and academics about what an M and DTech
study entails and what research services are offered to assist them on this
journey to ensure that they graduate within the minimum required time. These
orientations should also go further and inform students about the process of
acquiring funding, scholarships and other forms of university support that will
aid them in the successful completion of an M or DTech study. This is taking
into account that only 6.4% of the academic staff were aware that external
funding was sourced for researchers. The university also needs to have a clear
and precise policy on postgraduate studies that will outline the consequences
of not competing a study, taking into account that all postgraduate tuition fees
are waived by the institution and students only pay a once-off registration fee of
R150.00. In addition, this dimension plays a vital role in ensuring unnecessarily
high dropout rates and an improvement here will contribute to better student

throughput and better publication rates for academics.

Where there is an increase in student throughput and scholarly publications, it
means that the institution receives an increased subsidy allocation from the
government. Therefore, if the research office contributes greatly to the funding
of the institution, then investing in research structures and services should be
regarded as money well spent, and an important item on the university's
agenda. This expenditure will however, in part at least, have to precede the

resulting accumulation of the funds as these will only become available later.

5.1.1.3 Knowledge and courtesy to convey frust and confidence to academics, and
M and DTech students
The FROs need to be certain about the services they provide. Only by
conveying knowiedge with assurance can sufficient confidence be built to
enable students and academics to rely on FROs. In order for FROs fo gain this
confidence a structured training programme to educate FRO staff needs to be
designed and implemented by the institution. Due to constant changes in
aspects of research services, proper communication from senior management

to RCs and ROs should be made in order to keep the FROs up to date with the
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51.

latest information regarding, for instance, DHET or NRF reguirements. Apart
from internal training, it is also important that external experts be invited by
FROs to the university at least once a year fo share some of the good
approaches practised by other universities so that this knowledge can
disseminated and shared in order to better inform the research services

provided by the research office.

The research office also needs to build strong relationships with staff and
current students to ensure good word-of-mouth marketing not only to its own
students but to atfract prospective students from elsewhere. Besides providing
administrative assistance, FROs should consider organising functions such as
annual faculty research days and sports days where staff and students can
interact, work together and support each other — heiping to bring about greater

unity within the faculty.

1.4 The ability to give caring individualized attention to academics, M and
DTech students.

FROs need fo associate with students and staff in order for them to feel
welcome and at ease to address their individuai queries with assurance of
being assisted. Apparently 38% of respondents felt that they were isolated
since they were situated in the Pietermaritzburg Riverside Campus which has
no FRO. They were unaware of any research services provided by FROs. The
researcher therefore suggests that a research office be established on the
Riverside Campus to cater for those academics’ and students’ needs. This
office should operate alongside the FROs in Durban and their obligations

should be identical.

in addition, 59% of academics indicated that it was difficult to iocate the FRO
offices.  This difficulty can be reduced or minimized by making FRO
addresses/locations available on the DUT webpage (e.g webMap) since most
people are using the internet. In addition sufficiently eye catching signages (in
DUT format) should be placed within each of the campuses to give clear

directions to each of the research offices.
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5.1.2 Objective 2: To determine what services are required by staff and
students.
As some of the respondents were not seeking assistance from their FROs,
these were unaware of what was offered and what was not offered by FROs.
Respondents who were aware of the services provided by FROs agreed that
they received assistance in terms of research activities, but these were not
meeting their expectations. It was perceived that there was no uniformity or
consistency in the FRO handling of research processes. In terms of
administrative support services, staff and postgraduate students indicated that
FROs were not providing sufficient administrative assistance in terms of their
key day-to-day services such as completing forms, enroiment/registration,

conference funding applications and appointing supervisors.

However respondents acknowledged that the institution and the FROs were
providing some research capacity buiiding, but at present they perceived this to
be inadequate. They felt the need for more development and support in terms
of FROs organising additional seminars/workshops on, for instance, research
publishing and other specific training on request from staff members. They
requested more guidance in doctoral studies, and that a greater number of
invitations be sent fo external experts o share their expertise with staff and
students. They indicated that one day a week should be set aside as a
research day to enable academics to focus only on research. Staff responses
also indicated that no orientations facilitated by FROs were held to address
research processes and procedures and to enlighten them in general about the

research services they provide.

5.1.3 Objective 3: To determine what services are offered by faculty research
offices.
It was difficult to determine exactly what services were offered by FROs as
each operated slightly differently and some were carrying.out more research
functions than others. This was because some faculties had greater capacity
within their respective departments than others. In these, departments often
formed Departmental Research Committees, as discussed above, to oversee

research functioning. Where there were no DRCs, postgraduate issues were
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supervised by FROs.The activities provided by the research office and
sometimes by departments are listed below:
< providing prospective students with registration information,
< administration of proposal presentations and research proposals,
< sending of approved proposals/documents to different committees (IREC
and HDC),
< administration of faculty funding per research proposal approved by FRC,
+ facilitating progress reports,
< administering examination processes,
< keeping students and staff informed of research processes and policy,
< administering research ouiput,
+ administering conference applications,
< organising research capacity development workshops for academics, and
M and DTech students
<+ allocating supervisors
% assisting visiting professors

“+ processing international exchange siudents

Taking into account that FROs were established specifically to provide research
assistance, the researcher would recommend that DRCs should be disbanded
and their functions rationalised within the improved FRO structures
recommended here. This will avoid duplication of serviceé and enhance the
reliability of information provided to staff and students by FROs. Therefore if is
recommended that all the posigraduate activities and functions mentioned
above be undertaken by FROs from start (registration) to finish (graduation).
However, departments should inifiate the allocation of supervisors and

nomination of examiners as they are subject experts.

Thus, overall, the research offices need io engage more with staff and students
by taking over full responsibility for faculty research functions and by creating
online postgraduate forums as indicated above where staff and students can
share knowledge and challenge each other in regard to anything pertaining to

research activities.
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5.1.4 Objective 4: To determine the structure of each faculty’s research office.
To enable academics and M and DTech students to achieve the objectives of
the university, proper structures to facilitate and administer research activities
more efficiently turned out to be pivotal. Dei-Palacio, Sole and Berbegal
(2011:49) agree that university internal services, principally infrastructure and
staff, can contribute to significantly improving research performance. The
respondents agreed that having decentralised FROs was beneficial in
expediting research processes but they also agreed that at present the FROs
did not have sufficient personnel to administer research services efficiently.
Research Coordinators agreed stating that the FRQOs often lacked trained and
commitied staff. They recommended that at least a minimum of four staff
members (that is, one RC, one RO and two research assistants) should be
employed to handle different portfolios within each FRO because of the
increase in posigraduate enrolment. One of the major concemns was the fact
that the administrative personnel were employed on a contract basis and
therefore there were constant changes which affected the consistency of
services. Findings also revealed that training and mentoring administrative
staff was currently inadequate io prepare them with the administrative skills in

research services required.

The steps proposed below shouid be followed when a new research

administrator is appointed:

“ mentoring — experienced staff should familiarize the candidate with the
research structure and services provided by it;

< they shouid also familiarize the candidate with a full understanding of faculty
structures and committees and the role and purpose of the FRO within the
faculty;

% training should be provided on an ongoing basis specifically focusing on
research administrative processes, writing/minute taking skills, presentation

skills and people management skills.

Further, these structures should appoint well qualified administrative personnel
(especially candidates who hold postgraduate gualifications) as these have a

clear understanding of being a postgraduate student and they are aware of how
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5.2

5.3

influential the research services are in supporting postgraduate studies. This
process of recruitment and training should be facilitated by Research

Coordinators.

The limitations of the study are presented below.

LIMITATIONS

There was very limited literature that focused specifically on faculty research
structures and services in HE, and therefore the researcher had to rely on
information posted by individual universities regarding their own research
support structures. Geftting M and DTech students to complete the online
questionnaire was difficult because most of them were not on campus. As a
result there were discrepancies in the numbers of postgraduates who
responded per faculty. Also data gathered from FRO staff was not a full
reflection as some of the FRO staff did not make themselves available for

interviews, despite numerous approaches (via emails and telephone).

The data gathered for this study was limited to the selected university and
therefore generalisations may not be made. Any significant results emerging
from this study may not necessarily reflect the situation in other UoTs in SA but
may however be used as guidelines to understand the significance of having
efficient research structures and to understand and address HE research

service quality and support.

SUGGESTIONS FOR FUTURE RESEARCH

Ever-increasing postgraduate enrolment has resulted in posigraduate research
support being in demand. An assessment on how UoTs’ research structures
can better inform/support postgraduate functioning needs to be further
researched. Research into suitable and productive research structures for
supporting postgraduate studies could yield interesting resuits on an ongoing

basis.

Understanding the needs of research service providers and the challenges of

providing services to academics, M and DTech students’ needs should also be
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5.4

researched further. Finally, a study of the effectiveness of having experienced
supervisors fo frain and supervise students could perhaps be one of the factors

researched as fo its role in promoting better and greater research output.

CONCLUDING REMARKS

[n general the findings of this study provided an in-depth perspective of how
academics, and M and DTech students perceive research siructures and
services provided by faculties. As with the study conducted by del-Palacio et.
al (2011) in Spain on *Which services support research activities at
universities”, this current study agrees that UoTs need to provide more
focussed education to service and administrative staff if they are to support

research aciivities effectively.

The findings presented in the study will hopefully benefit the university
management regarding the improvement of research structures and services
allowing for the provision of quality research services within faculties and the
institution as a whole. It is also envisaged that continuous evaluation of
research structures and services will provide the ongoing understanding

needed by staff; resulting to increased faculty engagement with FROs.

This study acknowledges the input that the university has provided in
supporting and developing academics and posigraduate students. It also
acknowiedges the support given by staff members who were prepared to

participate in the study.

103



REFERENCES

Albertyn, R.M, Kapp, C.A. and Bitzer, E.M. 2008. Profiling exiting postgraduate

students' performance and experiences. South African Journal of Higher Education,
22(8): 749-772.

Alpasian, A.H., Du Plooy, G.M., Gelderbiom, D., Van Eeden, R., Van Rensburg, G.H.
and Wigston, D.J. 2010. Research in Social Sciences. Pretoria: University of South

Africa.

Altbach, P. 2009. |It's the faculty, stupid! The Times Higher Education.
http://www.timeshighereducation.co.uk/story.asp?storycode=406313 (Accessed on
14 October 2014).

Anderson, P. and Morgan, G. 2008. Developing tests and questionnaires for a

national assessment of educational achievement. USA: The World Bank.

Andrew, S. and Halcomb, E.J. 2009. Mixed methods research for nursing and the
health sciences. 1% ed. USA: Blackwell Publishing Ltd.

Amolds, C.A., Stofile, R.N. and Lillah, R. 2013. Assessing the outcomes of the
higher education mergers in South Africa: Implications for strategic management,

ActaCommercii, 13(1): 1-11.

Asaad, A.S. and Hailaya, W.M. 2003. Statistics as applied to education and other
related fields. 2" ed. Philippines: REX Printing Company, inc.

Australian Education Network home page. 2014. Australian Technology Network
(ATN). [Oniine]. Available on:
bitp/iwww australianuniversities.com.au/directory/australian-technology-network
(Accessed on 25 March 2014).

Australian Government - Austratia Education International (AEI). 2011. Universities.

[Oniine].  Available: https://aei.gov. au/Services-And-Resources/Services/Country-

104



cducation-Profiles/About-CEP/Documents/Australia. pdf  (Accessed on 23 March

2014.).

Australian Government - Australia Education International (AEl). 2008. [Online].

Available:  hitps./aei.gov.au/Services-And-Resources/Services/Country-Education-

Profiles/about-cep/Pages/default aspx (Accessed on 23 March 2014).

Australian Government - Country Education Profiles. 2008. Australian education

system. [Online]. Available: hilps.//aei.gov.au/Services-Ang-

Resources/Services/Country-Education-Profiles/About-CEP/Documenis/Australia. paf

(Accessed on 26 March 2014).
Babbie, E.R. 2011. The practice of social research. 13" ed. UK: Cengage.

Badat, S. 2007. Higher Education Transformation in South Africa Post 1994
Towards a critical assessmeni. [Online].  Available: http://www.cepd.org.za

(Accessed on 05 May 2014).

Bajpai, N. 2011. Business research methods. 1% ed. New Delhi: Dorling

Kindersiey Pvt, Ltd.

Basit, T.N. 2010. Conducting research in educational contexts. 1% ed. New York:

Continuum International Publishing Group.

Baskharan, V and LeClaire, J. 2009. Online Surveys for Dummies. indianapolis:

Wiley Publishing.

Bawa, A. 2005. The PhD and South Africa’s Research Capacity. [Online].
https://www.qooqle.co.zaf#q=when+was+§3RAFT+9~05+Ahmed+Bawa-z-published

(Accessed on 30 May 2014).

Beaumont, D.J. 2012. Management Service Quality in Higher Education: The
students’ viewpoint. Unpublished master’s dissertation; Department of Management,
Business School. University of Manchester.

105



Bienen, H.8. 2011. The financial future of research universities. Social Research,
79 (3): 631-634.

Biermann, E and Jordaan, M.C.E. 2007. Developing applied research skills in 4th
year students using e-learning: A case study. Paper presented at the WWW
Applications Coniference, 5-7 September, University of Johannesburg, South Africa.

Biessing, L.T.M. and Chakrabarti, A. 2009. DRM, a design research methodology.

1*ed. London: Springer.

Bosch, A. and Taylor, J. 2011. A proposed framework of institutional research

development phases. Journal of Higher Education Policy and Management, 33(5):
443-457.

Boyd, R.L. 2012. Customer service in Higher Education: Finding a middie ground.
[Onfine].  Available: hitp:\www.dus psu.edu/mentor/2012/06/customer-service-in-

higher-education/ (Accessed on 10 February 2013).

Bunting, I.  2004. The Higher Education Landscape under apartheid. Higher
Education Dynamics, 10: 35-52.

Burgess, T.F. 1996. Planning the academic’s workload: Different approaches to

aliocating work to university academics. Higher Education, 32(1): 63—75.

Burns, R.B. and Burns, R.A. 2008. Business Research Methods and Stafistics
Using SPSS. London: SAGE Pubilications Lid.

Cape Peninsula University of Technology (CPU) homepage. 2013. Centre for
Postgraduate  Studies (PGDS). About us. [Online]. Available:
hitp://www.cput.ac.za/research/cngs (Accessed on 22 February 2013).

Central University of Technology (CUT) homepage. Research and Innovation

Centre. [Online]. Available: http.//www.cut.ac.za/research/homepage (Accessed on
22 February 2013).

106



CHE. 2004. Financing. [Online]. Available: http; www.che.ac.za/ (Accessed on 20
May 2014).

CHE. 2007. Review of higher education in South Africa. Pretoria: The Council on
Higher Education.

CHE. 2009. Postgraduate Studies in South Africa: A Statistical Profile. [Online].

Available
hitp://'www.che.ac.za/sites/default/files/publications/CHE MonitorProjectV7 .pdf

(Accessed on May 2014).

Connaway, L.S. and Powell, R.R. 2010. Basic research methods for librarians. 5%

ed. USA: Greenwood Publishing Group.

Cooper, D. and Schindler, P. 2008. Business research methods. 10" ed.

Singapore; McGraw-Hill.

Coppola, S. 2001. Gap  Analysis. IOnline]. Available:
http./fwww, freequality.org/documents/iraining/GapAnalyisis (Accessed on 15 March
2013).

Cottrell, R.R. and McKenzie, J.F. 2010. Health promotion and education research
methods: Using the five chapter thesis/dissertation mode!l. UK: Jones and Bartlett

Publishers.

Cresweill, J. W. 2009. Research design: Qualitative, quantitative, and mixed

methods approaches. 3™ ed. Thousand Oaks: Sage Publications.

Creswell, JW. and Clark, V.L.P. 2011. Designing and conducting mixed methods
research. 2™ ed. Singapore: SAGE Publications, Inc.

Daniel, J. 2012. Sampling essentials: Practical guideline for making sampling

choices. 1% ed. London: SAGE Publicans, inc.

167



Davis, G. and Pecar, B. 2013. Business statistics using Excel. UK: Oxford.

De Viliiers, A. P. and Steyn, A.G.W. 2009. Effect of changes in state funding of
higher education on higher education ouiput in South Africa: 186-2007. South
African Journal of Higher Education, 23(1). 43-68.

De Viliiers, P. and Steyn, G. 2007. The changing face of public funding of higher
education, with special reference fo South Africa. South African Journal of
Economics. 75(1): 136-154.

Dehghan, A. and Shahin, A. 2011. Customer Loyalty Assessment: A Case Study in

Maddiran, the Distributor of LG Electronics in Iran. Business Management and

Strategy, 2(1): 1-23.

Dehghan, A. and Shahin, A. 2011. Customer Loyalty Assessment; A Case Study in
Maddiran, the Distributor of LG. Business Management and Strategy, 2(1): 1-20.

Dehghan, A., Shahin, A. and Zenouzi, B. 2011. Service quality gaps and Six Sigma.

Journal of Management Research, 4 (1). 1-12.

Delf, 5. 2010. South Africa: Decline in PhD numbers a major problem. University
World News. [Online]. Available
hitp /www universityworldnews. convarlicle php?story=20100820150736361
{Accessed on 29 June 2014).

Del-Palacio, |., Sole, F. and Berbegal, J. 2011. Which services support research

activities at universities? 31(1). 39-58.
DeShields, Jr. OW., Kara, A. and Kaynak, E. 2005. Determinants of business

student satisfaction and retention in higher education: Applying Herzberg’s two-factor

theory. International Journal of Educational Management, 19(2): 128-139,

108



Development and Support (PGDS) Directorate. [Online]. Available:
hitp://www.dut.ac.za/technology transfer 2026% innovation/support (Accessed on

18 May 2012).

Diamantopoulos, A. and Schlegelmilch, B.B. 2006. Taking the fear out of data

analysis. London: Thomson Learning.

Diabay, L.R. and Scott, J.C. 2011. Infernational business. 1™ ed. USA: Cengage

Learning.

Du Plessis, L.A. 2005. How to measure and reward teaching excellence within the

changing higher education landscape. South African Journal of Higher Education,

1379-1394.

du Pre, R. 2005. The South African UoT experience. [Online]. Available:
http//www.che ac.za/sites/default/lites/publications/d000101 SA UoT Experience
du-Pre 225ept2005.pdf (Accessed on 25 May 2014).

du Pre, R. 2009. DUT strategic goals and objectives for 2009 to 2018 and strategic
directions 2008 —2012. Durban: Division of Corporate Affairs of DUT.

DUT Annual Research Report. 2012. [Online]. Available: htitp
www.dut.ac.za/sites/defauli/files/.. /DUT_Annual Report 2012 pd (Accessed on 2

November 2014).

Essack, S.Y. and Uys, L.R. 2009. Health Research in South Africa: Are we meeting
the needs? South African Journal of Higher Education, 23(2): 264-274.

Fourie, M. 1999. institutional Transformation at South African Universities:
Implications for Academic Staff. Higher Education: [Online]. Available:

hitp://sun025.sun.ac.za/portal/page/portal/Administrative Divisions/INB/ (Accessed
on 01 June 2014).

108



Gbadamosi, G. and de Jager, J. 2009. ‘What you see is what you get’: Service
quality, students’ perceptions and satisfaction at South African universities. South
African Journal of Higher Education, 23(5): 877-893.

Gibson, C. 2009. Using SERVQUAL tfo assess the customer satisfaction level of the
Oregon HIDTS ISC analytical unit. [Online]. Available:
hitp://www.pdx.edu/cps/sites/www.pdx.edu.cps/files/Using%20SERVQUAL
(Accessed on 03 September 2012).

GoB8 Australia homepage. 2014. [Online]. Available: hitp://www.go8.edu.au/
(Accessed on 26 March 2014).

Go8 Policy Note 4. 2012. Group of Eight: Research performance of Australian

universities. [Online]. Available: http://www.go8.edu.au/ documents/go8-policy-

analysis/2012/go8policynote4 researchperformance.pdf (Accessed on 26 March
2014).

Goddard, W. and Melvilie, S. 2007. Research methodology: An introduction. 1% ed.

Lansdowne: Juta and Co. Ltd.

Gotlafshani, N. 2003. Understanding reliability and validity in qualitative research.
The Qualitative Report, 8(4): 597-607.

Gomez, B. and Jones, J.P. 2010. Research methods in Geography. 1% ed. USA:
Blackwell Publishing Ltd.

Govender, . 2011. Varsities need more doctorates. [Online]. Available on:

www.pressreader.com/south-africa/sunday-times/t (Accessed on 20 October 2014).

Green, P. and Ramroop, 8. 2014. Prioritising Factors influencing service quality at
Durban University of Technoiogy: AHP Approach. Journal of Social Science, 40(20):
243-250.

110



Gruber, T., Fug, S., Voss, R. and Glaser-Zikuda, M. 2010. Examining student
satisfaction with higher education services: Using a new measurement tool.

International Journal of Public Sector Management, 23(2): 105-123.

Gyamfi, D.A., Agyeman, A. and Otoo, A. K. 2012. Assessing the provision of guality
students’ service and satisfaction in tertiary institution in Ghana: Using Cape Coast
Polytechnic as Case Study. Asian Journal of Business and Management Sciences,
1(12): 20-32.

Hair Jr, J.F., Babin, B., Money, A R. and Samouel. 2003. Essentials of business

research methods. 1% ed. United States of America: John Wiley & Sons, Inc.

Hair Jr, J.F., Wolfinbarger, M.C., Money, A., Samouel, P. and Page, M.J. 2011.
Essentials of Business Methods. 2™ ed. United States of America: M.E Sharpe, Inc,

Hall, J. 2008. A Model of Student Satisfaction: International Postgraduate Students

from Asia. European Advances in Consumer Research, 8: 129-135

Hall, R. 2008. Applied social research: Planning, designing and conducting real-

world research. 1% ed. Australia; Palgrave Macmillan.

Harle, J. 2013. Supporting doctoral education in Africa: A sketch of what is

available. [Online]. Available:
hito//iwww. universityworldnews.com/article.php?story=20131213114859707

(Accessed on 28 October 2014).

Heck, R.H. and Johnsrud, L.K., 2000, ‘Administrative effectiveness in higher

education: improvihg assessment procedures’. Research in Higher Education,
41(6): 663—-85.

Higher Education Finance and Cost-Sharing in Australia. 2008. A Brief Description
of the Higher Education System in Australia. [Online].
Available:http://gse buffalo.edu/org/inthigheredfinance/files/Country  Profiles/Australi

afAustralia.pdf (Accessed on 26 March 2014).

111



Higher Education Monitor. 2009. Postgraduate Studies in South Africa: A statistical

Profife. Council on Higher Education. Pretoria.

Houston, D., Meyer, L. H. and Paewai, S. 2006. Academic staff workloads and job
satisfaction: Expectations and values in academe. Journal of Higher Education
Policy and Management, 28(1): 17-30.

imenda, S. N., Kongolo, M. and Grewal, S. A. 2004. Factors Underlying Technikon
and University Enrolment Trends in South Africa. Educational Managerment

Administration and Leadership, 32(2): 195-215.

Jackon, S.L. 2012, Research methods and statistics: A critical thinking approach.

Wadsworth Cengage Learning: USA.

Jaipuria, A. 2006. The dark side of customer relationship management in the fuxury
segment of the hotel industry. Unpublished Masters dissertation, School of

Management, University of Nottingham, England.

Jinabhai, D.C. 2003. On the Proposed New Funding Framework: A trajectory for
growth or negative entropy for research at technikons? South Africa Journal of
Higher Education, 17(1): 54-60.

Johnson, B. and Christensen, L. 2012. Educational Research: Quantitative,

qualitative, and mixed approaches. 4" ed. Singapore: SAGE Publications, Inc.

Kandiko, C.B. and Mawer, M. 2013, Student expectations and perceptions of higher
education: A study of UK higher education. {Online]. Available:

hitps://www.kcl.ac.uk/study/leamingieaching/kli/fresearch/student-

experience/QAASUmmary.pdf (Accessed on 28 July 2014).

Kearney, M.L. 2008. The role of post graduate education in research system.

[Oniine]. Available: http://www.unesdoc.unesco.org (Accessed on 17 March 2013).

112



Ketchen, D.J and Berg, D.D. 2006. Research methodology in strategy and

management. Oxford: Elsevier.

Khan, J. A. 2008. Research Methodology. 2™ ed. New Delhi: APH Publishing

Corporation.

Kittleson, M. 1995. An assessment of the response rate via the postal service and
emall. Health values, 18(2): 27-29.

Klem, AM. and Connell, H. 2004. Strengthening structures and processes for
research management across the institution. In H. Connell (Ed.), University research

management: Meeting the insfitutional challenge, 27-38. Paris: QECD.

Klenke, K. 2008. Qualitative research in the study of leadership. 1% ed. UK:
Emeraid Group Publishing Limited.

Korobacz, V. and Ferouleva, I. 2008. Innovafions in South Australia’s higher
education profife. Paper presented at the History and Future of Social Innovation

Conference, 19-21 June 2008. Adelaide, Australia.

Krishnaswami, O.R. and Satyaprasad, B.G. 2010. Business research methods.

Himalaya Publishing House. Mumbai, Delhi.

Krishnaswamy, K.N. Sivakumar, A.l. and Mathairajan, M. 2008. Management

Research Methodology. Pearson Education: New Delhi, India.

Kulakowski, E.C. and Chronister, L.U. 2008. Research Administration and
Management. 18ted. London, UK: Jones and Bartlett Publishers International.

Kumar, R. 2008. Research methodology. New Delhi: APH Publishing Corporation.

Kumar, R. 2011. Research Methodology: A step-by-step guide for beginners. 3™
ed. London: Sage Publications Lid.

113



Lacobucci, F. and Tuohy, C (ed). 2005. Taking public universities seriously.

Landon: University of Toronto Press Incorporated.

Landrum, H., Prybutok, V.R. and Zhang, X. 2007. A comparison of Magal's service
quality instrument with SERVPERF. Information and Management, 44: 104-113.

Lee, A. and McKenzie, J. 2011. Evaluating doctoral supervision: Tensions in

eliciting students’ perspectives. Innovations in Education and Teaching Infernational

Evaluating doctoral supervision, 48(1): 69-78.

Lingard, L., Albert, M. and Levinson, W. 2008. Grounded theory, mixed methods
and action research. [Online]. Avaiiable

http://Awww.bmj.com/content/337/bmj.39602.690162.47 (Accessed on 21 November
2012).

Lowe, M. 2007. Beginning research: A guide for foundation degree students. 1%
ed. USA: Routledge.

Lues, L. and Lategan, L. 2006. Research development at a South African university
of technology: A case study. South African Journal of Higher Education, 20(3):108-
121.

Luk, S.T.K. and Layton, R. 2002. Perception Gaps in customer expectations:

Managers versus service providers and customers. The Service Industries Journal,
22(2). 109-128.

Mabizela, M. 2005. The business of Higher Education: A study of public-private
parinerships in the provision of Higher Education in South Africa. HSRC Press:

Cape Town.

Macleod, C. 2012. SA Knowledge - university funding: government grants
(research-publication subsidy). [Online]. Available:
hitp.//saknowledge.blogspot.com/2012/03/sa-knowledge-research-universities-
dual 04.html (Accessed on 12 April 2014).

114



Madue, S. M. 2008. How one university — and its faculties — responds to new
national policies on the measurement of research output. South African Journal of
Higher Education, 22(1): 128-143.

Malhotra, N. K. 2011. Basic marketing research: A decision-making approach. 4™

ed. Europe: Pearson.

Mapesela, M.L.E. and Strydom, F. 2005. Performance management of academic
staff in South African higher education: a developmental research project,

Conference on Trends in the management of human resources in higher education.

Marwat, A. 2010. Methods of data collection. [Online]. Available:

http:/Aww.research-education-edu.com {(Accessed on 2 April 2013).

Matthews, C.M. 2012. Federal Support for Academic Research. [Online].
Available: hitp.//www fas.ora/sgp/crs/misc/R41895/ (Accessed on 05 January 2013).

McNabb, D.E. 2008. Research Methods in Public Administration and Non-profit
Management: Quantitative and Qualitative Approaches. 2™ ed. M.E.Sharpe inc.
USA.

Mdyogolo, W. 2012, Academic experiences of faculty of education postgraduate
students who have dropped out of a higher education institution in Eastern Cape
Province. Unpubiished masters dissertation, Faculty of Education, University of Fort

Hare. South Africa.

Merisotis, J.P. and Gilleland, D.S. 2000. Funding South African Higher Education:
Steering Mechanisms to meet National Goals. Discussion paper, Washington, D.C:

the Institute for Higher Education Policy.

Miller, T., Birch, M., Mauthner, M. and Jessop, J. 2012. Ethics in qualitative
research. 2™ ed. London: SAGE.

115



Ministry of Education. 2001. National Plan for Higher Education. Department of

Education. Pretoria. Government Printer

Ministry of Education. 2003. Funding of Public Higher Education. Department of

Education. Pretoria: Government Printer.

Ministry of Higher Education and Training. 2010. [Online]. Availabie:
www . dhet.gov.za/linkClick.gspx?fileticket. . .tabid=485&mid (Accessed on 24

November 2012).

Monette, D.R., Sullivan, T.J. and DeJong, C.R. 2011, Applied Social Research: A

too! for the human services. 8" ed. Canada: Cengage Learning.

Monsen, E.R. and Van Horn, L. 2008. Research: Successful approaches. 3" ed.
USA: Diana Faulhaber.

Moodie, A. 2010. South Africa: New funds to boost PhD production. [Oniine].

Available:
tosiwww. universityworldnews. com/ariicle.phn?storv=20101210212934604

(Accessed on 2 August 2014).

Mouton, J. 2007. Post-graduate studies in South Africa: Myths, misconceptions and
challenges. South African Journal of Higher Education, 21(8): 1078-1090.

Mouton, N., Louw, G.P. and Strydom, G.L. 2013. Present-day dillemas and
chalienges of the South African Tertiary System. /International Business and

Economics Research Journal, 12(3): 285-300.

Moxley, D., Najor-Durack, A.N. and Dumbrigue, C. 2007. Keeping students in
higher education. British: Routledge.

Mudaly, S. 2013. A research model to improve understanding of the extent of

usage of enterprise resource planning systems in a university. Unpublished master's

116



dissertation, Department of Information Technology, Faculty of Information

Technology, Durban University of Technology. South Africa.

Mututa, S.M. 2009. Challenges of postgraduate research: Global context, African
perspectives. [Online]. Available: www . lis.uzulu.ac.za/2009/Mutula-
UZ00SDLISPaper.pdf (accessed on 22 November 2012).

Mutula, SM. 2011. Challenges of postgraduate research: case of developing
countries. South African Journal of Library and Information Science, 77(1): 184-190

Myers, D. 2013. Qualitative research in business and management. 2™ ed.
London: SAGE Publications Lid.

Nadiri, H., Kandampully, J. and Hussain, K. 2009. Students’ perceptions of service
quality in higher education. Total quality management and Business Excellence,
20(5): 523-535.

Naik, C.N.K., Gantasala, S.B. and Gantasala V.P. 2010. Service Quality (Servqual)
and its Effect on customer satisfaction in retailing. European Journal of Social
Sciences, 16(2). 231-243.

Naoum, S.G. 2007. Dissertation research and writing for construction students. 1%

ed. United Kingdom: Butterworth-Heinemann.

Ng'ethe, J.M, Iravo, M.E. and Namusonge, G.S. 2012. Determinants of academic
staff retention in Public Universities in Kenya: Empirical Review. Infernational

Journal of Humanities and Social Science, 2(12): 205-212.

Noe, D. P. 2010. Why Good Communication Skilis are Important in the Workplace.
[Online]. Available: hitp://www.careerpath360.com/index.php/why-good-

communication-skilis-are-important-in-the-workplace-8524/ (Accessed on 21
November 2014).

117



North, D., Zewotir, T. and Murray, M. 2011. Demographic and academic factors
affecting research productivity at the University of KwaZulu-Natal. South African
Journal of Higher Education, 25(7): 1416-1428.

Nulty, D.D. 2008. The adequacy of response rates to online and paper surveys:
What can be done? Assessment and Evaluation in Higher Education, 3(3): 301-314.

O’Leary, P.F. and Quinlan, T.J. 2007. Learner-instructor telephone interaction:
Effects on satisfaction and achievement of online students. The American Journal of
Distance Education, 21(3); 133-143.

Oliver, P. 2010. The student’s guide to research ethics. 2" ed. England: Mc Graw-
Hill.

Ornstein, M. 2013. A companion to survey research. 1% ed. London: Sage

FPublications Lid.

Panneerselvam, R. 2006. Research methodology. New Delhi: Prentice-Hall.

Parasuraman, A., Berry, L.L. and Zeithami, V.A. 1988. SERVQUAL: A multiple-item
scale for measuring consumer perceptions of service quality. Journal of Retaifing,

64: 12-40.

Peck, R., Olsen, C. and Devore, J.L. 2011. Infroduction to statistics and data

analysis. USA: Cengage Learning.

Pienaar, C. and Bester, C. 2008. The retention of academics in the early career

phase.South African Journal of Human Resource Management, 6(2): 32-41.
Pifer, M.J.  2010. “Such a dirty word” Networks and networking in academic

departments.  Unpublished doctoral dissertation, College of Education, The

Pennsylvania State Universﬂity. United State.

118



- Piliay, P. 2003. The South African experience with developing and implementing a
funding formula for the Tertiary Education System. Conference on Improving Tertiary
Education in Sub-Saharan Africa: Things that work! Ghana, 23-25 September.

Accra.

Popoola, F., Adesopo, A. and Ajayi, M. 2013. Establishing effective mentoring
culture among professional university administrators in Nigeria. Public
Administration Research, 2(2). 134-147.

Queensland UoT homepage. 2014. [Online]. Research support Office. Available:

bitps://www.qut.edu.au/ (Accessed on 15 November 2014).

Reddy, N. 2014. Perceptions and expectations of IT service delivery Post Migration
to a Microsoft Platiorm at a university of technology in South Africa. Unpublished
masters dissertation, Depariment of Information Technology, Facuity of Accounting

and Informatics, Durban University of Technology. South Africa.

Research Information Network Report. 2010. Research Support Services in UK

Universities. [Online]. Available: http://www fin.ac.uk/our-work/using-and-accessing-

information-resources/research-support-services-what-services-do-resear (Accessed
on 09 September 2013).

Richey, R.C. and Kiein, J.D. 2007. Design and development research:
Methodology, strategies and issues. 1% ed. New Jersey: Lawrence Erlbaum

Associates, inc Publishers.

Rosentrefer, S.J. 2012. Towards improving research among Cost and Management
Accounting academics at university of technology: A study of South Africa and
Germany. Unpublished Master's dissertation, School of Management Accounting,

Durban University of Technology, South Africa.

Rubin, A. and Babbie, E. 2010. Essential research methods for social work. 2™ ed.

Belmont, USA: Cengage Learning, Inc.

118



Rubin, A. and Babbie, E. 2012. Empowerment series; Essential research methods

for social work. 3™ ed. California; Cengage Learning.

SATN. 2012 Universities  of  Technology. [Oniine].  Available:
hitp://satnoniine.net/index.php?option=com confent&task=view&ltemid=31.

(Accessed on 14 May 2014).

Schuize, 5. 2008. Academic research at a South African higher education

institution: Quality issues. South African Journal of Higher Education, 22(3). 644-
661.

Sekaran, M. 2006. Research methods for business: A skill-building approach. 4%
ed. New York: John Wiley and Sons, Inc.

Sekaran, U. and Bougie, R. 2009. Research methods for business: A skill building

approach. 5" ed. New Jersey: John Wiley and Sons.

Sekaran, U. and Bougie, R. 2010. Research methods for business: A skill buiiding
approach. 5" ed. New Jersey: John Wiiey and Sons.

Shahin, A. 2007. SERVQUAL and mode] of service quality gaps: A framework for
determining and prioritizing critical factors in delivering quality services. [Onlinel.

Available: bitp:/iwww. epi.univ-paris1.fr/.../com.unv (Accessed on 26 January 2013).

Sharabi, M. 2010. HR manager leadership in quality improvement in a college

environment. Quality Assurance in Education, 18(4): 317-327.

Sinciaire, J.K. 2007. Student satisfaction with online leaming: Lesson from
organizational behaviour.  Research in Higher Education Journal. [Online].

Available: http:/imww.aabri.com/manuscripts/1185.pdf (Accessed on 01 January

2013).

Singh, M. 2004. Improving Teaching and Learning Resource. [Onling]. Available:
hitp:/Awww.che.ac.za/documents/d000087/ {accessed on 13 October 2012).

120



Singh, P. 2009. Transformation and performativity in universities in South Africa.
South African Journal of Higher Education, 5(8): 1180-1204.

Singh, P. 2011, Transformation and performativity in universities in South Africa.

South African Journal of Higher Education, 25(6). 1190-1204.

Singh, S.P. and Khurana, S. 2011. Analysis of service quality Gap and customers’

satisfaction in private banks. Gurukul Business Review, 7: 13-18.

Smith, G., Smith, A. and Clarke, A. 2007. Evaluating service guality in universities: a

service department perspective. Quality Assurance in Education, 15(3): 334-351.

Srivastava, T.N. and Rego, §. 2011. Business research methodology. 1% ed. New
Delhi: Tata McGraw-Hill.

Stausberg, M. and Engler, S. 2011. The Routledge handbook of research methods
in the study of religion. 1™ ed. New York: Routiedge.

Stewart, B.B. 2010. What is data preparation? [Online]. Available on:
http://www.datapreparator.com/about-us.html (Accessed on 22 March 2014).

Stopher, P. 2012. Collecting, managing, and assessing data using sample surveys.

1% ed. USA: Cambridge University Press.

Sultan, P. and Wong, H.Y. 2010. Service quality in higher education - a review and
research agenda. International Journal of Quality and Service Sciences, 2(2): 259-

272.

Tan, K.C and Sei, W.K. 2004. Service quality in higher education using enhanced
SERQUAL Approach. Quality in Higher Education, 10(1): 17-24,

Taylor, B., Sinha, G. and Ghoshal, T. 2006. Research methodology: A gquide for

researchers in management and social science. 1% ed. New Delhi: Prentice-Hall.

121



Taylor, J. 2006. Managing the unmanageable: The management of research in

research intensive universities. Higher Education Management and Policy, 2: 9-23.

Teferra, D. and Knight, J (ed). 2008. Higher education in Africa: The internafional

dimension. USA: Center for International Higher Education.

Tettey, W.J. 2009. Africa: looming postgraduate studies crisis. [Online]. Available:

hitp://www. universityworldnews.com/article. php?story=2009101608525279 1

(Accessed on 28 July 2014).

Tongai, I. 2013. Incentives for researchers drive up publication output. {Online].

Available:
hitp//www. universitvworidnews.com/ariicle. php?story=20130712 145949477

(Accessed on 15 July 2014)

Top universities home page. 2014. Universities in South Africa. [Online]. Available:

http://www.topuniversities.com/where-to-study/africa/south-africa/guide (Accessed

on: 1 April 2014).

Tswane University of Technology (TUT) homepage. 2013. Research and

Innovation: About us. [Online]. Available:
http.//www.tut.ac.za/OTHER/RNI/Pages/default.aspx (Accessed on 22 February

2013).

TUT Annual Research and Innovation report. 2011. [Online]. Available: htip:

www.tut. ac.za/Other/rminew/.../Rnl annual report%20new.pdf (Accessed on 11

October 2014).

Umbach, P.D. and Porter, S.R. 2002. How do academic depariments impact
student safisfaction? Understanding the contextual effects of depariments.

Research in Higher Education, 43(2). 209-234.

122



Uniguru. 2011, Australian Universities and the education system in Australia.

[Online]. Available:  htip:.//www.uniguru.com/studyabroad/Australia/top-best-

university/education-system-in -australia.htmi (Accessed on 25 May 2014).

University of South Florida, Sarasota-manatee home page. 2014. Student
orientation. [Online]. Available:

htip://legacy.usfsm.edufstudents/orientation/what%20ic%20new% 2 0studant®% 2 Sorie

ntation%20document%20for%20websits.pdf (accessed on 20 July 2014).

Van Zijl, CW. 2005. South African higher education. [Online]. Available:
htip://uir.unisa.ac.za/bitstream/handle/10500/1363/01chapteri.pdf?sequence

(accessed on 05 April 2014).

Vardi,l. 2009. The impacts of different types of workioad allocation models on

academic satisfaction and working life. Higher Education, 57: 499-508.

Velentgas, P., Dreyer, N.A., Nourjah, P., Smith, S.R. and Torchia, M.M. 2013.
Developing a protocol for observational comparative effectiveness research: A user's

guide. [Online]. Available: hitp://www.efectivehealthcare.ahrg gov/ (Accessed on 23

‘March 2013).

Voss, R., Gruber, T. and Szimigin, i. 2007. Service quality in higher education: The

role of student expectations. Journal of Business Research, 60: 949—959.

Wadesango, N. and Machingambi, 5. 2011. Post graduate students’ experiences

with research supervisors. J Sociology Soc Anth, 2(1): 31-37.

Wadesango, N., Maphosa, C. and Moyo, G. 2014. An Academic Development
Agenda for Posigraduate Research Sfudents. Mediterranean Journal of Social

Sciences, 5(11).49-56.

Weathington, B.L., Cunningham, C.J.L. and Pittenger, D.J. 2012, Understanding

business research. New Jersey: John Wiley & Sons Inc.

123



Whitley, Jr. B.E. and Kite, M.E. 2013. Principles of research in behavioural science.
3" ed. New York: Routledge.

Williams, R., de Rassenfosse, G., Jensen, P. and Marginson. 2012. U21 Ranking of
National Higher Education Systems. [Online]. Available:

hitn//iwww. universitas2 1.com/news/details/61/u21-rankings-of-national-higher-

education-systems-2012 (Accessed on 24 May 2014).

Wimmer, R.D. and Dominick, J.R. 2011. Mass media research: An intfroduction. 9%

ed. UK: Cangage Leaming.

Wood, M.J. and Ross- Kerr, J.C. 2011. Basic steps in planning nursing research:

From question to proposal. 7"ed. UK: Jones and Bartlett Publishers.

Woodiwiss, A.J. 2012. Publication subsidies: Challenges and dilemmas facing
South African researchers. Cardiovasc Journal of Africa. 23(8): 421-427.

Zeithaml, V.A., Bitner, M.J. and Gremler, D.D. 2006. Services marketing:

Integrating customer focus across the firm. 4"ed. New York: McGraw-Hill.

Zeithaml, V.A., Parasurama, A. and Berry, L.L. 1990. Delivering quality service:

Balancing customer perceptions and expectations. New York: The Free Press.

Zheng, J. 2012. Towards a quality model for a university of technology research
centre in South Africa. Unpublished doctoral dissertation, Department of Operations
and Quality Management, Facuity of Management Sciences, Durban University of

Technology. South Africa.

Zikmund, W.G. 2000. Business research methods. 6™ ed. United States of

America: Harcourt College Publishers.

Zikmund, W.G. and Babin, B.J. 2010. Essentials of marketing research. 8" ed.

Canada: Cengage Learning.

124



Appendix A: Permission to conduct research at the DUT

PERMISSION TO CONDUCT RESEARCH AT THE DUT

Direclorate for Research and Posigraduate Support
Tromso Annex, Steve Biko Campus

Durban University of Technology

P.0O. Box 1334,

Durban

17 April 2013

Faculty of A&l Research Office
Ritson Campus

Durban University of Technoiogy
4000

Dear Prof Moyo
I am studying towards an MTech Degree in Commercial Administration. The title of

my resesarch is: Staff and student perceptions of research structures and services
provided by the Faculty Research Offices at a University of Technology.

| hereby reguest you to grant me permission to conduct my research with academic
‘staff and postgraduate students at the Durban University of Technology to enable
me to gather data for my research. The participants for the study will include all
registered M and DTech students, Faculty Research Co-ordinators and Facutlty

Research Assistants/Officers.

The information that they provide will be kept strictly confidential. Only the
supervisor and the researcher will have access to the data. The participants will
remain completely anonymous throughout the research process and in any reporting

or write-ups related to my research.
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Appendix A: Permission to conduct research at the DUT

Thank you

Mr. Musawenkosi Ngibe
Student No.: 20813980
Celi No: 078 635 0892

Email: musangibe@gmail.com

Prof. P Singh
Research supervisor
0313736767
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Appendix: B — Covering letter: Staff guestionnaire

DUBRBAN
UMIVERSTTY OF
TECHNBLAGY

Faculty of Accounting and informatics

, Department of information and Corporate Management
Date: 26 July 201 3
Dear Participant
| am studying towards an MTech Degree in Commercial Adminisiration, in the faculty of
Accounting and informatics at the Durban University of Technology. The fitle of my research is:
Staff and student perceptions of research structures and services provided by the
Faculty Research Offices at a University of Technology.

Please complete the attached questionnaire to enable me fo gather data for my research. This
questionnaire is designed fo gather staff and student perceptions on decentralised research
structures and services provided by the Faculty Research Offices at a University of
Technology. The information you provide will be kept strictly confidential. Only the supervisar
and the researcher will have access to the compieted questionnaires. Please be assured that
you will remain completely anonymous throughout the research process and in any reporting or
write-ups related to my research.

Follow up semi-structured interviews may be conducted where responses on the questionnaire
are unclear, incompiste or where further or more detailed information is required.

Please read and complete the attached Consent Form.

Thank you very much,

Mr. Musa Ngibe

Email: musangibe@amail.com
Student number: 20813980

MTech: Commercial Administration
Facuity of Accounting and Informatics

Prof. P Singh
Research Supervisor
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Appendix C,D,1 - Covering letter, Consent form and guestionnaire

Student research guestionnaire

Dear Participant

| am studying towards an MTech Degree in Commercial Administration, in the faculty of Accounting
and informatics at the Durban University of Technology. The iitie of my research is: Staff and
student perceptions of research stnictures and services provided by the Faculty Research Offices

at a University of Technology.

Piease compiete the attached questionnaire to enable me to gather data for my research. This
guestionnaire is designed to gather staff and student perceptions on decentralised research
structures and services provided by the Faculty Research Offices at a University of Technology.
The information you provide will be kKept sirictly confidential. Only the supervisor and the researcher
will have access to the completed guestionnaires. Please be assured that vou will remain
completely anonymous throughout the research process and in any reporting or wiite-ups related to

my research.

Please read and complete the attached Consent Form.

Thank you very much.
* Reguirad

Student research questionnaire
INSTITUTIONAL RESEARCH ETHICS COMMITTEE (IREC)
LETTER OF INFORMATION

M AND DTECH STUDENTS

Tifle of the Resaarch Study:
Staff and student perceptions of research structures and services provided by the Faculty Research

Offices at a University of Technology

Principal investigator/s/ressarcher, Musawenkosi Ngibe, BTech: OMT
Supervisor: Prof. P. Singh, PhD

Brief introduction and Purpose of the Siudy:

Universities have become research intensive as their subsidies are determined by research output.
Sound academic and administrative support at grass roots or faculty ievel is critical for the
enhancement of research output. The aim of this study therefore is to investigate academic staff and
postgraduate students’ perceptions of decentralised research services and structures provided by the
faculty research offices at a UoT in South Africa

Outline of the Procedures:

Pariicipants are urged to fully complete the questionnaire as this will enable the analysis to be
efficient and accurate based on the responses. Please answer all questions honestly and to the best
of your knowledge. Semi-structured interviews may be conducted where responses on the
guestionnaire are unclear, incomplete or where further or more detaiied information is required. To
answer the questionnaire will take about 10 minutes and inferviews will only be scheduled where more

detailed information is required.

Risks or Discomforts to the Parficipant:
There are no risks o discomfori to the participants.

Benefiis:

The study will benefit the participants and the university with knowledge in terms of what the
institution needs {o do tv enhance research. This researcher may also draw recommendations and
conclusions based on what the participants perceive of decentralised research structurss and
services provided by the UoT. Benefit fo the researcher will be research publications and completion

of MTech Commercial Administration qualification.

Reason/s why the Participant May Be Withdrawn from the Study:
m;;s;ydocs.googammsm-mxspaﬁsovmuoms?dmza-s&mz%sswim 14
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Participation is voluntary and the participant may withdraw from the study at any stage without having
to provide a reason.

Remuneration:
No remuneration is to be received by the participants.

Costs of the Study:
There is no cost to the research participant.

Confidentiality:

The researcher assures the research participants of the foliowing, to:

O  maintain your confidentiality and security of all your questionnaire responses;

O protect your rights and welfare, i.e. to ensure that no hamm comes to you as a result of your
participation in this research; and

0  to make available on request, the findings of this research.

Persons to Contact in the Event of Any Problems or Queries:
Please contact the researcher on: 478 635 0982/031-373 5599 or the supervisor. Prof P, Singh, PhD

on 031 373 6767. Complaints can be reported to the DVC: TIP, Prof F.A. Ofieno at dvctip@dut.ac.za

INSTITUTIONAL RESEARCH ETHICS COMMITTEE (IREC)
CONSENT

Statement of Agreement to Participate in the Research Study:

. I hereby confirm that | have been informed by the researcher, Mr Musawenkosi Ngibe, about the
nature, conduct, benefits and risks of this study - Research Ethics Clearance Number: REC 22/13,

. I have also received, read and understood the above written information (Participant Letter of
tnformation) regarding the study.

. I am aware that the results of the study, including any personal details will be anonymeously

processed info a study report.
In view of the requirements of research, [ agree that the data collected during this study can be

-processed in a computerised system by the researcher.

. I may, at any stage, without prejudice, withdraw my consent and participation in the study.

. [ have had sufficient opportunity to ask questions and {of my own free will) declare myself
prepared to participate in the study.

. | understand that significant new findings developed during the course of this research which

may relate to my participation will be made available fo me.

[, Musawenkosi Ngibe herewith confinn that the participant has been fully informed about the nature
and conduct of the above study.

1 . ®
Check all that apply.

{_m | have read the consent form and hereby agree to participate in this study

2.
Example: December 15, 2012

SECTION A: BIOGRAPHICAL DETAILS

htips-{docs.google com/forms/d/1-DI3XBPaF h8oYFNN Y BT dLoX eX- SkcQZ I R G Sciprintiorm
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3. 1. Your age
Mark only one oval.

() 20years

() 21-25 years
() 26 -31years
() 32-37years
() 38-43years
() 44-49years

{ ) More than 48 years, please specify

O Other:

4. 2 Your home language
Martk only one oval,

O Sesotho
() English
D Zuiu

Afrikaans
Ndebele

Seiswana
siSwati
Tshivenda
Xhosa
French
German
Chinese
Hindi
Other:

00000000000

5. 3. Please indicate information regarding your current registration *
Mark only one cval.

() Masters Degree: Full time registered
{ ) Masters Degree: Part time registered
() Doctoral Degree: Full time registered
() Doctoral Degree: Part time registered
{ ) Inthe process of registering

hitps-fidacs .googie.comforms/d/1-Dt3XBPaF hBsYFNNIYItE7d oZ eX- Sl QZ SR G Scfprintform
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6. 4. Facully in which you are regisfered *
ffark anly one oval.

{ ) Management Sciences
Q Meakh Sciences

Engineering and the Built Environment
Arts and Design
Applied Science

0000

Accounting and informatics

7. 5. How tong have you been registered for this qualification
Mark only one oval.

0-6 months
7-13 months
14-20 months
24-27 manths
28-34 months
3541 months
Other:

0000000

8. ©. Are you aware that your faculty has a Faculty Research Office?
Mark only ona oval

{ ) Yes

No

9

9. 7. Do you use the services provided by your Faculty Research Office?
Mark onfy one oval

{ } Yes

H rNO
|

10. 7.1 if yes, for what purposes?

hitps-ifdocs.googie.comiforms/d1-DI3XBPaFhBoYFNNCY SB7dLoZeX- SkxQZFIEDPR S Se/printorm
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11. 7.2 If no, please explaln why?

12. if you answered 'ves' to question 7 above, please answer the following questions
8. How often do you use the services of your Facully Research Office?
#datt only one oval,

O When [ need information

O Each week
{ y Once & month
{ ) Onceaterm

¢ ) Once every six months
{ ) When | have research related problems

() Everyday
{_ ) Other

13. 8. How often does your supervisor/s refer you to your Faculiy Research Office?
Mark oniy one oval.

i 3
{ 1 Once aweek

{ 1 When | need information

D Once & term

{ ) Once every six months
() When | have research related problems

@ Once a month

hitps fdocs .guogle.comﬁormS/dﬁ-D@(BPthBDYFNNOYJ!B?dLoZeX—Sb:QZWGSCImmm 514
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14. 18. Please indicate your reason/s for visifinng your Faculfy Research Office. You may
choose more than one opfion. *
Check alf that apply.

[T To get general information about posigraduate studies

| To get information about registrafion

| To get information about PG1 to PG13 forms

i To enquire about the services which the Faculty Research Office provides to postgraduates
; To get assistance when comp!etlng forms

¢ To enguire about workshops to be conducted for posigraduates

| To request for a supervisor or co-supervisor

| To request for a change of supetvisor of co-supervisor

i To enguire about graduation

! To get information regarding conference funding

! To enquire about examination process

: To get informatiott about proposal routing

. To gst information about the posigraduate faculty funding

i Other

SECTION B: EXPECTATIONS AND PERCEPTIONS

Based on your expetience as a service recefver, please think about the service that you currently
experience and the kind of service which you would like to experience. For each of the following
statements therefore, please indicate your level of agreement as they apply to your EXPECTATIONS
and PERCEFPTIONS of the service guality provided by the faculty research office.

Please place a cross (X} nexi to relevant number regarding your EXPECTATIONS and
PERCEPTIONS for each statement that truly reflects your feelmgs where:

= compleiely agree

= agree

= peutral

= disagree

= completely disagree

If you have any further comments, you are mest walcome {o write

themn down
Please remember to answer all questions

Remember:
*Customer EXPECTATIONS are described as the desires or wanis of the consumer. [n other words

what kind of services do you expect to receive?

=Customer PERCEPTIONS are the process of receiving, organizing and assigning meaning to
information or stimuli detected by the customers’ five senses and opinion that it gives meaning to the
world that surrounds the customer. In other words what is your perception/opinion of the guality of

the services you receive?

Reliability: Ability fo perform the promised service dependably
and accurately

Hitps fidocs. googhe.com#orms/df1-Dt3XBPaF haoYF N NOYJ BB 7dLoZ eX- Sz 8RR GSciprintiorms: 814
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15. 1. My Faculty Research Office provides services as promised
Mark only one oval per row.

Fv’fgz e";:rwctatjon S

My perceptions

16. 2. My Faculty Research Office provides services right the first fime
Mark ondv one oval per row.

My exp?ctatzons
__My perception

17. 3. The services provided by my Faculty Research Office safisfies my needs
Mark only one oval per row,

?‘e’l} axpectailon
... My perception

18. 4. Submitted formsidocurnents are kept confidential by my Faculty Research Office
Mark only one oval per row,

1

" My expectation Q s /.m\

BE;;’ ;;arbepiiers i }

Responsiveness: Willing fo help students and provide prompt
service

19. 5. The information provided by my Faculfy Research Office to students is always correct
Mark only one oval per fow.

?x&\; exaect"%ign

My pe*cnptson L

20. 6. When studenis encounter problems regarding research with other depariments, my
Faculty Research Office intervenes or assists

Mark anly one oval per row.

2 3 4 5

1
EW ex;}ec%a*:zon Q QQM:Z
My perception Of' DQ “ Q

t‘dtps:lﬁdo:s.g(x!g!e.cmmfnrmsfdf‘l-D@(BPth&oYFNNUYJiB?dLDZeX—SkaZWRGSdpﬁmm
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21. 7. My Faculty Research Office provides research capacity development and support to
postgraduate students as requested

Mark only one oval per row.

2 3
My &5&@%“3@@@

- My p perception

22. 8. The registration process information given by my Faculty Research Office is accurate
Mark only one oval per row.

My expectation E
. Fsﬁy pes‘cepi on i }
23. 9. Our Faculty Research Office deals with M and DTech registrations
Martc only one oval per row.

5
T e e
LT Teeea®

24. 10. My Faculty Research Office deais with the appointment of supervisors and co-
supervisors

Mari ordy one oval per row.

i sxpecaton
My perception { D) )i )

25. 11. Proposal writing workshops are facilitated by my faculty to assist students with
proposal write-ups
Mark only one ovaf per row.

1 2 3 4
_ My expectation CD"?C”?(’){‘“)
My perception (Y ()

26. 12. My Faculty Research Office informs students of decisionfs taken by Faculty Research
Commitiee (FRC) pertaining fo students proposal submissions

Mark only one oval per row,

i 3 4 5

E\f?y expectatxon Cj@@@@
O D

My Begceptlon B

Nﬁas!fdocs.googie.comﬁonnshf%DﬁXBPthSoYFNNOYJtBTdLoZeX—SkaZﬁwGSdpﬁnﬁorm 214
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27.

28.

28.

3.

31

32

Studerd research questionnaire

13. My Faculty Research Office staff always keeps students updated of the services they
provide
Mark only one oval per row,

5

i\f;f expec*atso;x " o d

. My expectation (") ’”_ﬁ‘
My percer:ﬁﬂ&* QDOQ

14. Having our own Faculty Research Office speeds up processes
Mark oy one oval per row.

1 z
. My expactafion 855

. My perception

15. Our Faculty Research Office assists in complefing forms
Mark ordy one oval per row.

5

By eypec’caézon _____ Y *«_
My perception _

16. The roufing of proposal after approval by FRC is explained by my Faculty Research
Office

Mark only one oval per row.

1 2 2 4 5
My expectation (W 5 X H_ 3
My perception QWQ_)L);MJj

17, Higher Degrees Committee decisions pertaining to student documents or applications
are communicaied fo studenis by my Faculty Research Office

Mark only one oval per row,

1 2 4

_ My expectation () _’:%,E,%Q

by percapiion

18. Progress reports are monitored by my Faculty Research Office to track student

progress
Mark only one oval per row.

1
My expeotation {3
My perception O {

hitps:/fdocs googie.com forms/Ad1-DIEXBPaF o YFNNGOY HB7dLoZeX-SkxQZ{T8ISRG Sofprintform o4
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33. 18. My Facuity Research Office conducts workshops to enhance students’ capability in
terms of research
Mark onfy one oval per row.

' Pv’iy e,\:;ecta‘_ts—ér.{" ; }( i
E%i%y aamnptmﬂ i i
34. 20. My Facully Research Office is reliable and sfficient
Mark only ons oval per row.

e s ¢l A b i e

. My expeotation {
My perception

35. 21. My Faculty Research Office always looks after the best interest of studenis
Mark only one cval per row,

1 2 3

N G G
3 nf'ly gercepiam Qu ” QD

38. 22, The examinafion process is clearly explained to siudents
Mark only one oval per row.

) Fdiy expectatron
) E\éy §>£=n:=>ptmn

37. 23. My Faculty Research Office provides information that is needed by the students
Mark only one oval per row.

%ﬁy expectamr

My Dﬂﬂ:.apzecf;

Assurance: knowledge and courtesy of staff members and
their ability to convey trust and confidence

38. 24. My Faculty Research Office staff members are very knowiedgeable about services they
provide
#ark only one ovaf perrow.

3 4 5

My expectation Cf)”:) JC D
DD,

My perception Q

hitps:fdocs google.comfformsfdH1-DI3XBFPaF hSoYFNN OYJBTGLOZEX—SKXOWRGSGIWEM
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39. 25. My Faculty Research Ofiice staff members have good communication skills {in other
words, they provide clear, helpftl, complete and easy fo understand answers when they

atiend to studenis’ requests)
Mark anly ong oval per row.

My expectation(
My perception CD CD
40. 26. My Faculfy Research Office staff are eager fo assist students
Marik only one oval per row,

'f"s(g”giig“e“‘ﬁiéﬁg a ) _Q
) EJE}! E:}"f"“’—‘p’iiﬁﬁ

41. 27. The manner in which queries are handied by my Faculty Research Office staif insfills
coafidence in students

Mark only one oval per row.

1 2

Wy Spestation ¢S
Ty perception (0

42. 28. My Faculty Research Office staff members always attend to students promptly
Rark only one oval per row.

iy Sipeciaon (T ; .. e
"Wy percepiion DQ
43. 28, Our Faculty Research Office has enough staff to carry out the duties and services they

provide
Mark only ons oval per row.

My percepﬁcn

Empathy: Caring individualized attention the facully research
office provides its customers

44, 30. My Faculty Research Office siaff membars always welcomes students
Mark onty ons oval per row,

3 4 5

-y oo 8%%8%

hiips fidocs. . google.comifforms/d/1-Dt3XBPaF hBoYF NNOYJtBTdLoZeX—SkaZJ!@@BRGScfpﬁrﬁom 1114
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45,

46.

47.

48,

49,

36.

Student research questonnaire
31. My Faculiy Research Office provides personal aftention to each student
Mark only one oval per row.

1 2 3 4 5
My expectation (X :x_ﬂ,g,x_...QD
My perception  { }\ A A A

32. My Faculty Research Office has operating hours convenient to sfudents
Mark only one oval per row.

1 2 3 4 5

ity Svpectation C)3 Do
_ My perception {3 (DC)C)E<

33. It is easy fo find my Faculty Research Office
Marik orily one oval per row.

1 2 3 4 5

iy Srpeciation -
My perception Y

34. My Taculty postgraduate research fab has advanced equipment (computer, telephone,
etc)
Mark only one oval per row.

2

: &\Ey mxpectat on Cj@
W ponagion XS

35. Members of staff in my Faculty Research Office have neat and professional appearance
Mark onfy one oval per row.

5

My ﬁéﬂiﬁf»‘“_{é‘i‘én X a_...,.;
My perception \_“__)Q

My Facully Research Office provides the follomng posigraduate forms. you may chocse more

than ons answer.

50.

Checx afl ithat apply.

PG 4ato PG 13

Application for funding

Appilication for scholarship

Application to attend a conferencef/seminar/symposiunworkshop

Application for Conference Funding

Other:

AN

hitps:fidocs. govgie.comforms/dr1-DESXBPaF h8oYFN NUYJtB?cﬂ_oZeX@kaZﬁW GScfprintiorm
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51. 37. Please indicate any serviceis that you think your Faculty Research Office should
provide

52. 38, Please indicate any changes or improvements that you would like to see regarding
your Facully Research Office

53. 39, Please indicate any changes you would like to see regarding services provided by
your Facully Research Office

54. 40. Any comment {posifive or negative} that you would like to make regarding your Facuilty
Research Office or the services they provide.

Section C
“This section is completely optional

Please be advised that you are only required io compiete this section if you are willing to participate
in an interview. You will only be contacted for the interview if more information or clarity is required
regarding your responses on this guestionnaire.

Please rest assured that;

- The information you provide will remain completely confidential.

- Your personal details provided here wili only be accessed by my supervisor and myself.

- this page wilt be removed from the main questionnaire before 1t is sent for analysis.
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12M11/2014 Student research quesionnaire
55. Plsase provide the following information: Name, email address and contact details

Thank you for your participation and your time in completing
this questionnaire

Powered by
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Appendix E - Letter of information and Consent form: Academic staff

INSTITUTIONAL RESEARCH ETHICS COMMITTEE (IREC)
LETTER OF INFORMATION

ACADEMIC STAFF

Title of the Research Study:

Staff and student perceptions of research structures and services provided by the
Faculty Research Offices at a University of Technology

Principal Investigator/siresearcher: Musawenkosi Ngibe, BTech: OMT
Supervisor: Prof. P. Singh, PhD

Brief Introduction and Purpose of the Study:

Universities have become research intensive as their subsidies are determined by
research output. Sound academic and administrative support at grass roots or
faculty level is critical for the enhancement of research output. The aim of this study
therefore is to investigate academic staff and postgraduate students’ perceptions of
decentralised research services and structures provided by the facuity research
offices at a UoT in South Africa.

Outline of the Procedures:

Participants are urged to fully complete the questionnaire as this will enabie the
analysis to be efficient and accurate based on the responses. Please answer all
guestions honestly and fo the‘ best of your knowledge. Semi-structured interviews
may be conducted where responses on the questionnaire are unclear, incompleie or
where further or more detailed information is required. To answer the questionnaire
will take about 10 minutes and interviews will only be scheduled where more detaiied

information is required.
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Appendix E — Letter of information and Consent form: Academic staff

Risks or Discomiorts to the Participant:

There are no risks or discomfort to the participants.

Benefits:
The study will benefit the participants and the university with knowledge in ferms of

what the institution needs to do to enhance research. This researcher may also draw
recommendations and conclusiong based on what the participants perceive of
decentralised research structures and services provided by the UoT. Benefit to the
researcher will be research publications and completion of MTech Commercial

Administration qualification.

Reason/s why the Participant May Be Withdrawn from the Study:

Participation is voluntary and the pariicipant may withdraw from the study at any

stage without having to provide a reason.

Remuneration:

No remuneration is to be received by the participants.

Costs of the Study:
There is no cost to the research participant.

Confidentiality:

The researcher assures the research participants of the following, to:
* maintain your confidentiality and security of all your questionnaire responses;
x protect your rights and welfare, i.e. to ensure that no harm comes to you as a
result of your participation in this research; and
» to make available on request, the findings of this research.
Persons to Contact in the Event of Any Problems or Queries:
Piease contact the researcher on: 078 635 0882/031-373 5599 or the supervisor:
Prof P. Singh, PhD on 031 373 6767. Complaints can be reporied tc the DVC: TIP,
Prof F.A. Otienc at dvctip@dut.ac.za




Appendix E — Letter of information and Consent form: Academic staff

CONSENT

Statement of Agreement to Participate in the Research Study:

| hereby confirm that | have been informed by the researcher, Musawenkosi Ngibe,
about the nature, conduct, benefits and risks of this study - Research Ethics
Clearance Number: REC 22/13,

I have also received, read and understood the above written information (Participant

Letter of Information) regarding the study.

I am aware that the results of the study, including personal details regarding my sex,
age, date of birth, initials and diagnosis will be anonymously processed into a study
report.

In view of the requirements of research, | agree that the data collected during this
study can be processed in a computerised system by the researcher.

| may, at any stage, without prejudice, withdraw my consent and participation in the
study.

I have had sufficient opportunity to ask questions and {of my own free will) declare
myself prepared to participate in the study.

| understand that significant new findings developed during the course of this
research which may relate to my participation will be made available to me.

Full Name of Participant Date Time Signature

I, Musawenkosi Ngibe herewith confirm that the above participant has been fully informed
about the nature, conduct and risks of the above study.

Fuli Name of Researcher Date Signature
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Appendix F: Letter of information and Consent form - Facuity Research Co-
ordinator

INSTITUTIONAL RESEARCH ETHICS COMMITTEE {IREC)
LETTER OF INFORMATION

Faculty Research Co-ordinators

Title of the Research Study:

Staff and student perceptions of research structures and services provided by the
Faculty Research Offices at a University of Technoiogy

Principal Investigator/siresearcher: Musawenkosi Ngibe, BTech: OMT
Superviser: Prof. P. Singh, PhD

Brief Introduction and Purpose of the Study:

Universities have become research intensive as their subsidies are determined by
research output. Sound academic and administrative support at grass roots or
faculty level is critical for the enhancement of research output. The aim of this study
therefore is {o investigate academic staff and postgraduate students’ perceptions of
decentralised research services and sfructures provided by the faculty research
offices at & UoT in South Africa.

Qutline of the Procedures:

Structured interviews will be conducted with all Faculty Research Co-ordinators,
Faculty Research Officers, and Faculty Research Assistants; these interviews wiil be
conducted using a structured schedule. Participation is voluntary and the participant
may withdraw from the study at any stage without having to provide a reason. i will
be highly appreciated if you could please answer al questions honestly and to the best
of your ability. The interviews will approximately be 35 minutes and will take place on
the respondents’ preferred location. With your consent, the interview will be audio-
recorded to capiure correct information and the information will be transcribed and
analysed using sofiware. A copy of the recorded interview will be sent to you 1o verify
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the correctness of the inferview. The questions are based on research structures and
services provided by your office to staff members and posigraduate students.
Risks or Discomiorts to the Participant:

There are no risks or discomfort to the participants.

Benefits:

The study will benefit the participants and the university with knowledge in terms of
what the insfifution needs to do to enhance research. This researcher _may also draw
recommendations and conclusions based on what the participants perceive of
decentralised research structures and services provided by the UoT. Benefit to the
researcher will be research publications and completion of MTech Commercial

Administration qualification.

Reason/s why the Participant May Be Withdrawn from the Study:

Participation is voluntary and the participant may withdraw from the study at any stage

without having to provide a reason.

Remuneration:
No remuneration is to be received by the participants.

Costs of the Study:
There is no cost {o the research participant.

Confidentiality:

The researcher assures the research participants of the following, to:
* maintain your confidentiality and security of al} your guestionnaire responses;
= protect your rights and welfare, i.e. fo ensure that no harm comes to you as a
result of your participation in this research; and
= to make available on reqguest, the findings of this research.
Persons to Contact in the Event of Any Problems or Queries:
Please contact the researcher on: 078 635 0982/031-373 5599 or the supervisor: Prof
P. Singh, PhD on 031 373 6767. Complaints can be reported to the DVC: TIP, Prof

F.A. Otienoc at dvclip@dut.ac.za




CONSENT

Statement of Agreement to Participate in the Research Study:

{ hereby confirm that | have been informed by the researcher, Musawenkosi Ngibe, about the
nature, conduct, benefits and risks of this study - Research Fthics Clearance Number: REC

22/13,
1 have also received, read and understood the above written information {Participant Letter

of Information] regarding the study.

{ am aware that the results of the study, including personal details regarding my sex, age, date
of birth, initials and diagnosis will be anonymouély processed into a study report,

In view of the requirements of research, | agree that the data collected during this study can
be processed in a computerised system by the researcher.

| may, at any stage, without prejudice, withdraw my consent and participation in the study.

i have had sufficient opportunity to ask questicns and (of my own free will) declare myself
prepared to participate in the study.

| understand that significant new findings developed during the course of this research which
may relate to my participation will be made available to me.

Date Signature

[, Musawenkosi Ngibe herewith confirm that the above participant has been fully informed about the

nature, conduct and risks of the above study.

Full Name of Researcher Date Signature
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Appendix G: Letter of information and Consent form - Faculty Research
Ofitcers

INSTITUTIONAL RESEARCH ETHICS COMMITTEE {IREC)
LETTER OF INFORMATION

Faculty Research f Research Officers/Assistants

Title of the Research Study:

Staff and student perceptions of research structures and services provided by the
Faculty Research Offices at a2 University of Technology

Principal investigator/siresearcher: Musawenkosi Ngibe, BTech: OMT

Supervisor: Prof. P. Singh, PhD

Brief Introduction and Purpose of the Study:

Universities have become research intensive as their subsidies are determined by
research output. Sound academic and administrative support at grass roots or
faculty fevel is critical for the enhancement of research output. The aim of this study
therefore is to investigate academic staff and posigraduate students’ perceptians of
decentralised research services and structures provided by the facully research
offices at a UoT in South Africa.

Outline of the Procedures:

Structured inferviews will be conducted with all Faculty Research Co-ordinators,
Faculty Research Officers, and Faculty Research Assistants; these inierviews will be
conducted using a structured schedule. Participation is voluntary and the participant
may withdraw from the study at any stage without having to provide a reason. It will
be highly appreciated i you could please answer all questions honestly and to the best
of your abifity. The interviews will approximately be 35 minutes and will take place on
the respondents’ preferred location. With your consent, the interview will be audio-
recorded to capture correct information and the information will be transcribed and
analysed using software. A copy of the recorded interview will be sent to you to verify




the correciness of the interview. The questions are based on research structures and
services provided by your office to staff members and postgraduate students.
Risks or Discomforts to the Participant:

There are no risks or discomfort to the participants.

Benefits:
The study will benefit the participants and the university with knowledge in terms of

what the institution needs fo do to enhance research. This researcher may also draw
recommendations and conclusions based on what the pariicipants perceive of
decentralised research structures and services provided by the UoT. Benefit fo the
researcher will be research publications and completion of MTech Commercial
Adminisiration qualification.

Reason/s why the Participant May Be Withdrawn from the Study:

Participation is voluntary and the participant may withdraw from the study at any siage

without having to provide a reason,

Remuneration:
No remuneration is to be received by the participants.

Costs of the Study:
There is no cost to the research participant.

Confidentiafity:

The researcher assures the research participants of the following, to:
= maintain your confidentiality and security of all your questionnaire responses:;
= protect your rights and welfare, i.e. o ensure that no harm comes to youas a
result of your participation in this research; and
= to make availabie on request, the findings of this research.
Persons to Contact in the Event of Any Problems or Queries:
Please contact the researcher on: 078 635 0982/031-373 5599 or the supervisor: Prof
P. Singh, PhD on 031 373 6767. Complaints can be reported to the DVC: TIP, Prof
F.A. Otieno at dvctip@dut.ac.za




CONSENT

Statement of Agreement to Participate in the Research Study:

t hereby confirm that | have been informed by the researcher, Musawenkosi Ngibe, about the
nature, conduct, benefits and risks of this study - Research Ethics Clearance Number: REC

22/13,
{ have also received, read and undersiood the above written information (Participant Letter

of information} regarding the study.

i am aware that the results of the study, including personal details regarding my sex, age, date
of birth, initials and diagnosis will be anonymously processed into a study report.

In view of the requirements of research, | agree that the data coliected during this study can
be processed in a computerised system by the researcher.

| may, at any stage, without prejudice, withdraw my consent and participation in the study.

| have had sufficient opportunity to ask questions and (of my own free will) declare myself
prepared to participate in the study.

{ understand that significant new findings developed during the course of this research which
may relate to my participation will be made available to me.

Bate Signature

I, Musawenkosi Ngibe herewith confirm that the above participant has been fully informed about the

nature, conduct and risks of the above study.

Full Name of Researcher Date Signature
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Appendix H: Academic staff questionnaire

Academic staif research questionnaire

The purpose of this questionnaire is to collect data for the purposes of the MTech Corporate
Administration research project fitled: staff and student perception of research
structures and services provided by the Faculty Research Offices at a University of

Technology.

Please answer this questionnaire by placing a cross [X] next fo the option/s that applies in
each case.

Section A: Biographical information

1, Piease indicate your position at DUT
Junior Lecturer
Lecturer
Senior Lecturer
Head of Department
Associate professor
Professor
Academic Support
Other
Please specify :

2. Please indicate your highest gualification
Senior Certificate

National Diploma

Bachelor of Technology

Degree

Masters

Doctorate

Other

Please specify:

3. How many years have you been working at DUT?
Less than a year
1-Gyears

7 — 12 years

13 - 18 vears

18 — 24 years

25 -~ 30 years

1 More than 30 years

4. In what capacity are you employed at DUT?
| Full time _ ] |
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Appendix H: Academic staff questionnaire

Contract
Pari-time
Other

Section B: Services provided by my Faculty Research Office

Statement

Yes

Mo

5, Are you familiar with your Faculty Research Office?

6. Isit easy to find/iocate your Faculty Research Office?

7. Isthere 3 comprehensive guide provided by the Faculty Research
Office for postgraduate students?

8. Is your Facuity Research Office reliable and easy to get information?

9. Do you use the services offered by your Faculty Research Office?

10. Does your Faculty Research Office offer programsfworkshops to
help staff and students to better their research skills?

11. Does your Faculty Research Office track students’ progress in their
studies?

12. How often do you deal with your Faculty Research Office?

Everyday

Fach week

Once a month

Once a term

Once every six months

wWhen | have research related problems

When | need information

Other:
Please specify

13. For what reasons do you visit your Faculty Research Office? You may choose more than one

option
T

To get general information about posigraduate studies

To get information about registration

To get information about PG1 to PG13 forms

To get assistance when completing forms

To enquire about the services which the Faculty Research Office provides
to postgraduates

To enquire about workshops to be conducted for postgraduates

To reguest for a supervisor or co-supervisor

To regquest for a change of SUpervisor or Co-supervisor

To get information about proposal routing

To get information about the postgraduate faculty funding

To get information regarding conference funding

To enguire about examination process

To enquire about graduation

Other:
Please specify

14. Isit helpful to have a Faculty Research Office in your faculty?

Yas [:J No D
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Appendix H: Academic staff questionnaire

Please explain your answer

15.  Are staff members encouraged to enrol in postgraduate studies by your Faculty Research
Office?
Yes

No

if ‘yes’, please explain how this is done
If ‘no” what would you like your Faculty Research Office to do in this regard?

16.  What research services does your Facuity Research Office provide to staff who are not
postgraduate but are doing research?

Staff are assisted with grant applications

External funding is sourced for researchers

Staff are assisted with the financial management of a grant
Workshops are offered on project management skills

Writing workshops are offered to assist staff to get published
Other

Please specify:

17. What academic services would you like your Faculty Research Gffice to provide?

18. What administrative support services would you fike your Faculty Research Office to provide?

19.  Please indicate the services and support your Faculty Research office Offers to staff
throughout their se of study in each of the following (two} sectors.

B i S N e o M L
51.1 assists with enrolment/registration

$1.2 provides student orientation

'$1.3 assist with selection of promoter/supervisor

51.4 assist with conference funding applications

51.5 assists returning students with re-admission/continuation of study
$1.6 assist with procedures for examination
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Appendix H: Academic staff questionnaire

Other
Please specify:

$2.1 provides academic support to get students research published
S2.2provides guidance and assistance for obtaining research ethics clearance
$2.3 has set up a researchers’ forum

52 4 organises specific training on staff request {such as endnote)

S2.5 provides language editing services

52.6 provides statistical analysis services

S$2.7 has postgraduate lab to assist staff members and students

Other

Please specify:

20. How are services provided communicated to staff and students by your Faculty Research
Office?
Via telephone
Via emails
Via short message service (SMS)
Notices are dispiayed on the university homepage
Notices are displayed on faculty noticeboards
Posigraduate forum meetings
Online forum
Report to Faculty Board
Other. Please specify

21.  Does your Faculty Research Office gather data about postgraduate students’ expectations?
Yes

No |

f

if you answered ‘ves’, please indicate how your Faculty Research Office gathers data about
postgraduate students’ expectation.
Surveys are conducted io investigate students’ expectations
Committees are set up in departments to deal with student’s complainis and
requirements
Meetings are set up on a regular hasis with different levels of administrative and
academic staff members to determine student needs
Regular postgraduate student forums are held to gather information
Other
Please explain:

22.  Does your Faculty Research Office monitor staff and students’ conference attendance reports?
Yes
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Appendix H: Academic staff questionnaire

No

If yes, please indicate how your Faculty Research Office gathers information regarding
conference attendance reports

23. Do you think the services provided by your Faculty Research Office meets your expectations?
Yes

No

If yes, what can be done to keep the Faculty Research Office aligned with delivering services
that are expected by students?

if no, what is it that your Faculty Research Office needs to do in order to meet your
expectations?

24. When students encounter research retated problems in your faculty, where do you refer them in
order to be assisted?

25. Any comment {positive or negative) that you would like to make regarding your Faculty Research
Office '

Questionnaire adapted from Zheng, J. (2012).

Thank you for taking time to complete this questionnaire
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Appendix J: Statistictan declaration for consultation

STATISTICIAN DECLARATION FOR CONSULTATION:

I, Deepak Singh have read Musawenkosi Ngibe's M.Tech proposal {student no:

20813980} and given him appropriate recommendations.

Date 17 April 2013

e L Ll L]

Signed............
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Appendix K: Ethical Approval

ingtitutional Research Ethics Cormwmitres
Faauky of Health Sientes

Room M5 49, Mansfield Schao! Sire

Gare 8, Ritsos Campus

Durban University of Technology

B i,
B by
S P O Box 1334, Durban, South Afria, 4001

Tek 031 373 2900

Eax 031 373 2407

Email: avishad@dimsc

bnzpfervew ditaczalresearchiinstinutional_research_ethics

4
UNIMERSITY OF
TECHNOLOBY

www.dutacxs

14 Augost 2013
{REC Reference Number REC 22/13

Mr M Ngibe
36 OFtahesty
Clare Estzte
Durban

4091

Bezrr My Ngibe

Staff and student perceptions of research structures and services provided by the Faculfy Research
Offices at a University of Technology in South Africa

The Instittional Research Ethics Commitize ad(novdedges receipt of your final deta colleciion tool for review.

We are pleased fo inform you that the quesiionnaire has been APPROVED; you may now proceed with data
collection on the proposed project.

Yours Sincerely

fJ. K. Adam
Chairperson; IREC
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Appendix L: Underpinning Statistics for the study

Reliability

KMO and Bartleti's Test - Expectation

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 838
Bartlett's Test of Sphericity  Approx. Chi-Square 228980
df 6
Sig. 000
KMO and Bartlett's Test - Perception

iser-Meyer-Olkin Measure of Sampling Adequacy. .788
Bartiett's Test of Sphericity  Approx. Chi-Square 182.262
df 8
Sig. 000

Responsiveness

KM O and Barflett's Test - Expectafion
aiser-Meyer-Olkin Measure of Sampling Adequacy. 859
artlett’s Test of Sphericily  Approx. Chi-Square 983.41C
of 171
Sig. 000
KMO and Bartiett's Test - Percepiion

aiser-Meyer-Olkin Measure of Sampling Adequacy. 817
Bartietl's Test of Sphericity  Approx. Chi-Square 638.862
-df 71
Sig. .000
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Assurance

KMO and Bartlett's Test - Expectation

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 915
Bartletl's Test of Sphericity  Approx. Chi-Squars 4571086
df 15
Sig. . 000

KMO and Bartlett's Test -~ Perception

Kaiser-Meyer-Otkin Measure of Sampling Adequacy. 873
Bartiett's Test of Sphericity  Approx. Chi-Square 302.529
df 15
Sig. .000

Empathy

KMO and Barfletf's Test - Expectation

Kaiser-Meyer-Olkin Measure of Sampiing Adequacy. 874
artlett's Test of Sphericity  Approx. Chi-Square 367.507
df 15
Sig. 000

KMO and Bartietf's Test - Perception

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 793
Bartlett's Test of Sphericity  Approx. Chi-Square 147.403
df 15
Sig. .000

Certain compenents divided into finer components. This is explained below in the rotated

component matrix.

Reliability E P
My Faculty Research Office provides services as promisad Gt
My Faculty Research Office provides services right the first fime 532

The services provided by my Faculty Research Office satisfies my needs 534 844
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Submitted forms/documents are kept confidential by my Faculty Research Office | B817 I Z18 |

Expectation Perception
Responsiveness Component Component
1 2 3 1 2 3 4 5

The information provided by my Faculty

Research Office to siudents is always correct 658 324 481 54| 138 1 634 | 492 031
When students encounter problems regarding

research with other departments, my Faculty 385 507 536 867 | 081 | 103 | 280 | -027
Research Office intervenes or assisis

My Faculty Research Office provides research

capacity development and support ic 670 482 .344 580 [ 484 | 486 | 174 | 432
postgraduate sfudents as reguested '

The registration process information given by 589 299 317 185 048

my Faculty Research Office is accurate ] ) i ’ ; 840 | 074 | 038
Our Faculty Research Office deals with i ‘

and DTech registrations 118 015 848 088 023 81 | -.0085 204
My Faculty Research Office deals with the

appoiniment of supervisors and co-supervisors 034 AT4 £26 731081 | -181 ) 408 | 502
Propesal writing workshops are facilitated by

my faculfy 1o assisi students with proposal 269 815 123 789 | 309 | .048 | -.077 | 294
write-ups

My Faculty Research Office informs students

of decision/s taken by Faculty Research

Committee (FRC) pertaining fo students 261 827 A41 729 286 | 222 | -186 : .260
proposal submissions

My Faculty Research Office staff always

keeps students updated of the services they 760 A25 043 274 | 857 A56 | -028 | .305
provide

Having our own Faculty Research Office

speeds Up processes 845 287 -.009 163 716 218 | .339 -.002
Our Faculty Research Qffice assists in

compiating forms 874 | .069 127 186 | 599 | 047 | 375 | 474
The routing of proposal after approval by FRC

is explained by my Facuity Research Office 625 308 078 256 | 892 | 096 | .151 094
Higher Degrees Committee decisions

pertaining o student documents or

applications are communicated o students by 114 S13 029 306 818 006 | .163 | -068
my Faculty Research Office

Progress reporis are monitored by my Faculty

Research Office to frack student progress 698 429 251 054|267 | 164 | 829 ) 017
My Faculty Research Office conducts

workshops fo enhance students' capabilify in A80 541 198 673 | 328 | 339 | 247 | 110
terms of research

My Faculty Research Office is reliabie and _

efficient J15 440 B323 479 438 266 578 022
My Faculty Research Office always looks after

the bast interest of students 591 587 288 708 354 278 426 -0190
The examination process is clearly explained
to students 628 | 579 048 4651 238 | 280 | 311 | .195
My Faculty Research Office provides

information that is needed by the studenis 769 452 240 561 355 ¢ 591 j 129 164

| Assurance | Expectation | Perception

160




My Facuilty Research Office staff members are very knowledgeabie 939 503
about sarvices they provide _ S R
My Faculty Research Office staff members have good communication
skills (in other words, they provide clear, heipful, compleie and easy to 267 879
understand answers when they attend to students’ requests)
My Faculty Research Office staff are eager to assist sfudents -Box
The manner in which queries are handled by my Faculty Research -
Office staff instils confidence in students 918
My Faculty Research Office staff members always attend io students
BYY
promptly
Our Faculty Research Office has enough staff to carry out the duties and s
services they provide L4
Assurance Perception
g

My Facuity Research Office staff members always welcomes students

My Faculty Research Office provides personal aftention to each student

My Facully Research Office has operating hours conveniert to students

it Is easy fo find my Faculty Research Office

professional appearance

My faculty postgraduate research lab has advanced equipment g
{computer, tslephone, eic) 2D
Members of staff in my Faculiy Research Office have neat and &80 S

Section Analysis

The graphs below indicate the mean scores for each statement, as well as the gap scores

(which are the differences between the Mean Expectation and Mean Perception) for each

component. Tables of mean scores are also presenied by dimension.

The actual scoring patterns in terms of the frequencies can be found in the appendix.

The values were reverse coded (ie. 5 became 1 and 1 became 5) so as to show the

magnitudes of the negative gaps.

Reliability

This saction looked at the ability of the Faculty Reséarch Office to perform the promised

services dependably and accurately,

Tabie
Statement
Statement E P Gap
Number

1 My Faculty Research Office provides services as promised 4.1 3.8 -0.5

2 My Faculty Research Office provides services right the first time 4.0 3.4 086
The services provided by my Faculty Research Office satisfies my

3 4.0 34 -5
needs

4 Supmitted forms/documents are kept confidential by my Facuity 43 )

. 4.0 0.

Research Office
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Completely Agres Agree Neutral Disagree Completely Disagree
Row N % Row N % Row N % Row N % Row N %
E1 52.2% 20.9% 14.9% 5.0% 8.0%
P1 28.6% 32.8% 20.3% 14.1% 6.3%
E2 47.8% 25.4% 13.4% 6.0% 7.5%
P2 20.6% 33.3% 22.2% 14.3% 9.5%
E3 43.1% 30.8% 13.8% 46% | 7.7%
P3 21.9% 32.8% 21.8% 14.1% - 9.4%
E4 60.6% 19.7% 12.1% 1.5% 6.1%
P4 38.7% 32.3% 22.6% 3.2% 3.2%

The traditional approach fo reporting a result requires a statement of statistical
significance. A p-value is generated from a test statistic. A significant resuit is indicated

with "p < 0.05". These values are highlighted in yellow.

To determine whether the differences were significant, a Wilcoxon test was done, as none

of the variables were normally distributed. The resuits are shown below.

Test Stafistics?
P1-E1 | P2-E2 P3-E3 P4-E4

4 ~2.8250 -3.1 {L4"
A symp. Sig. {2-ialied)

a. Wilcoxon Signed Ranks Test

b. Based on negative ranks.

All of the p-values (Asymp. Sig. (2-tailed) are less than the level of significance of 0.05.

This implies that the central values are not similar and that differences are significant.

Responsiveness
Statement '
Statement E P Gap
Number
The information provided by my Faculty Research Office to students is always
5 40 | 36 | 04
corract :
6 When students encounter problems regarding research with other departments, ‘ag 0
. 35 [ -04
my Facully Research Office intervenes or assists
- My Facully Research Office provides research capacity development and support 42 a6 |
. Ri]
o postgraduate students as requested
8 The registrafion process irformation given by my Facully Research Office is 4 a8 04
accurate A
g QOur Faculty Research Office deals with M and DTech registrations 4.0 33 | 0.7
My Faculty Research Office deals with the appointment of supervisors and co- |
10 . 3.7 | 33 | 04
supervisors
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11 Proposal writing workshops are facilitated by my faculty to assist students with 42 37 | 05
proposal write-ups
My Faculty Research Office informs students of decision/s taken by Faculty
12 Research Commitiee (FRC) pertaining tc studenis proposal submissicns 47 88105
My Facully Research Gffice staff always keeps sfudents updated of the services
13 they provide | 41 | 34 | 07
14 Having our own Facully Resgarch Office speeds up processes 4.1 35 | -0.8
15 Cur Faculty Ressarch Office assists in completing forms 39 33 | 08
The routing of proposal after approval by FRC is explained by my Facul
10 Research sﬂice_ ' ‘ i 89 | 34 ) 05
17 Higher Degrees Committee decisions pertaining to student documents or 55 | 33 | 06
applications are communicated to students by my Faculty Research Office
Progress reports are monitored by my Faculty Research Office to track student
18 37 | 32 | -05
progress
10 My Faculty Research Office conducts workshops to enhance students’ capability 4 36 | o5
in terms of research
20 My Faculty Research Office is reliable and efficient 398 | 33 |-08
21 My Faculty Research Office always looks after the best interest of students 40 | 34 | <05
22 The examination process is clearly explained to studenis 3.8 32 | 05
23 My Faculty Research Office provides information that is needed by the students 4.0 | 36 | -04
Completaly Agree Agree Neufral Disagree Completely Disagree
Row N % Row N % Row N % Row N % Row N %
ES £3.0% 16.7% 16.7% 4.5% 8.1%
PS5 28.6% 28.6% 25.4% 11.1% 6.3%
E& 47.0% 16.7% 25.8% 3.0% 7.6%
P6 31.7% 17.5% 28.6% 15.9% 6.3%
E7 56.9% 20.0% 10.8% 7.7% 4.6%
P7 34.4% 23.4% 15.6% 21.9% 4.7%
E8 51.6% 23.4% 15.6% 3.1% 6.3%
P8 32.8% 32.8% 20.3% 7.8% 6.3%
EG 50.8% 21.5% 12.3% 3.1% 12.3%
P 28.7% 18.8% _ 20.3% 14.1% 17.2%
E10 36.9% 23.1% 24.6% 3.1% 12.3%
P10 19.4% 25.8% 30.6% 16.1% 8.1%
E11 62.5% 15.6% 10.9% 3.1% 7.8%
P11 41.3% 23.8% 9.5% 14.3% 11.1%
E12 58.5% 15.4% 10.8% 6.2% 89.2%
P12 33.8% 26.2% 15.4%; 10.8% 13.8%
£13 52.3% 24.6% 9.2% 4.6% 8.2%
P13 24.2% 27.4% 19.4% 17.7% 11.3%
E14 54.8% 21.0% 12.9% 1.6% 9.7%
P14 33.3% 20.6% 23.8% 7.9% 14.3%
E15 40.8% 29.7% 17.2% 6.3% 8.3%
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P15 20.6% 27.0% 23.8% 19.0% 9.5%
E16 46.0% 20.6% 19.0% 6.3% 7.9%
P16 25.4% 28.6% 22.2% 11.1% 12.7%
E17 43.8% 18.8% 20.3% 10.9% 6.3%
P17 22.2% 23.8% 27.0% 12.7% 14.3%
£18 41.3% 23.8% 15.9% 6.3% 12.7%
Pig 16.1% 32.3% 25.8% 9.7% 16.1%
E1g 55.6% 23.8% 6.3% 3.2% 11.1%
P19 40.3% 24.2% 9.7% 9.7% 16.1%
E20 48.4% 14.5% 22.6% 8.1% 6.5%
P20 17.7% 33.9% 21.0% 14.5% 12.9%
E21 49.2% 15.9% 23.5% 3.2% 7.9%
P21 24.2% 25.8% 30.6% 6.5% 12.9%
E22 38.3% 18.3% 28.3% 10.0% 5.0%
P22 21.7% 16.7% 36.7% 1.7% 13.3%
E23 46.9% 20.3% 21.9% 4.7% 6.3%
P23 23.4% 29.7% 32.8% 0.4% 4.7%
The Wilcoxon test resuits are shown below.
z | Asymp. Sig. (2-tafied)
P5-E5 -3.03gb
P& - £6 -2.735"
P7-E7 -3431°
P8 -E8 -3.3320
PS - E9 -3.854° -
P10 -E10 -2.475° S s
] P11 - E11 -3.161° £ =
S P12 -E12 -3.423° £ 2
§ P13-E13 -3.598° E, g';’
@ P14 -E14 -3.295° w5
8 P15 -E15 -3.168° 5 B
P16 - 18 -3.006° ‘é &
P17 - E17 -3.468" g
P18 - E18 -3.150°
P19-E19 -3.421°
P20 - E20 -3.044°
P21 -E21 -2.835°
P72 - E22 -2.456°
P23 - E23 -3.361°

All of the differences are significant.

Assurance
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Staiement
Number Statement E i P | Gap
o4 My Faculty Research Office staff members are very knowledgeable aboul services 41135 08
they provide )
My Fagculty Research Office staff members have good communication skills {in other
25 words, they provide clear, helpful, complete and easy to understand answers when 40 | 38| 04
thay attend to students’ requests)
26 My Faculty Research Cffice steff are eager o assist students 4.0 | 37| 04
The manner in which gueries are handled by my Faculty Research Office staff instits
27 _ . 40 35| -05
confidence in students
28 My Faculty Research Office staif members always attend o students promptly 4.0 )34} -05
Our Faculty Research Office has enough staff to carry out the dufies and services
29 ] 3729|038
they provide
Compleiely Agree Agree Neutral Disagree Completely Disagree
Row N % Row N % Row N % Row N % Row N %
E24 51.6% 17.7% 21.0% 4£.8% 4.8%
P24 20.6% 30.2% 31.7% 12.7% 4.8%
E25 48.4% 24.2% 16.1% 4.8% 6.5%
P25 22.6% 40.3% 21.0% 11.3% 4.8%
E26 44 4% 30.2% 14.3% 4.8% 6.3%
P26 29.7% 31.3% 21.9% 9.4% 7.8%
E27 43.5% 32.3% 12.9% 6.5% 4.8%
P27 25.4% 30.2% 20.6% 15.9% 7.9%
E28 45.2% 29.0% 11.3% §5% 8.1%
P28 22.2% 34.9% 19.0% 11.1% 12.7%
E29 39.7% 17.5% 28.6% 6.3% 7.9%
P29 11.1% 15.9% 38.7% 22.2% 11.1%
The Wilcoxon test is shown below.
Test Statistics?
P25 -E25 | P26-E26 | P27-E27 | P28-E28 | P29-E29
¥4 -3.156° -3.383P -4.149°
Asyme. Sig. (2-tailed) D03 o0t 26

a. Wilcoxon Signed Ranks Test

b. Based on negafive ranks.

All of the ranked mean differences are significant.

Empathy
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Statement
Number Statement E P Gap
30 My Faculty Research Office staff members always welcomes students 4.0 3.6 -0.4
31 My Faculty Research Office provides personal attenfion to each student 4.0 37 0.3
32 My Faculty Research Office has operating hours convenient tc students 4.1 38 0.2
33 Itis easy to find my Faculty Research Office 4.1 3.0 -1.1
a4 My facully postgraduate research lab has advanced equipment 40 36 04
(computer, telephone, etc)
Members of staff in rﬁy Faculty Research Office have neat and
35 . 4.0 40 -0.1
professional appearance
Compilefely Agree Agree Neutral Disagres Completely Disagree
Row N % Row N % Row N % Row N % Row N %
E30 41.9% 32.3% 11.3% 8.1% 6.5%
P30 30.6% 25.8% 22.6% 14.5% 6.5%
E31 41.9% 32.3% 14.5% 3.2% 8.1%
P31 28.3% 33.3% 21.7% 11.7% 5.0%
E32 48.4% 29.0% 11.3% 3.2% 8.1%
P32 48.3% 25.8% 14.5% 14.5% 4.8%
E33 50.8% 27.9% 9.8% 3.3% 8.2%
P33 22.6% 17.7% 11.3% 29.0% 19.4%
E34 47 5% 21.3% 18.0% 8.2% 4.9%
P34 28.3% 28.3% 25.0% 11.7% 8.7%
E35 49 2% 268.2% 11.5% 6.6% 6.6%
P35 40.3% 32.3% 16.1% 8.1% 3.2%
The Wilcoxon test scores are shown below.
Test Statistics®
P30-E30 | P31-E31 | P32-E37 | P33-E33 | P34-E34 | P35_E35
4 -2.5_?4" -2.099° ~4.523 -2.9465 -1.485°
Asymp. Sig. (2-tailed) 013 036 000 138

a. Wilcoxon Signed Ranks Test

b. Based on negative ranks.

It is noted that even though the last pair zero difference, the mean rank is not that different

between Expectations and Perceptions. This can be observed from the similar proportions

of respondents who agreed, scored neutral or disagreed for the two categories.

The remaining differences had significantly different ranked means.

General Comments

166




The table below are a summary of the additional comments made by respondents.

Frequencies are fow, so it might be best to summarise as a discussion paragraph.

B36

Frequency

PG 4at0 PG 13 26

PG 4a to PG 13, Application for funding, Application for scholarship, Application to atiend a -
sonferencefseminar/symposium/iworkshop, Application for Cenferehce Funding 1%

PG 4a to PG 13, Appiication for funding, Application for scholarship, Application o attend a
conferencefseminar/symposium/workshop

PG 4a to PG 13, Application o attend a conference/seminar/symposiumAwerikshop

PG 4a to PG 13, Application for funding

PG 4a fo PG 13, Application for funding, Applicaiton for scholarship

R Ir IR e

PG 4a to PG 13, Application for schalarship, Appiicafion to attend a
conferencel/seminar/symposium/workshop

Application to attend a canference/seminarsymposiumiworkshop, Application for Conference Funding

| don't know.

! had fo acquire the forms for myself of the website and some were forwarded to me / my supervisor

PG 4a to PG 13, Applicafion for Conference Funding

PG 4a to PG 13, Application for funding, Application for Conference Funding

ad | el | vl | wd | | owa

PG 4a to PG 13, Application for funding, Application for scholarship, Application for Conference Funding

PG 4a to PG 13, Application for funding, Application to aitend a
conference/seminarsymposiumiworkshop

ey

PG 4a to PG 13, Application for scholarship, Application for Conference Funding 9

PG 4a to PG 13, Application to attend a conference/seminar/symposium/workshop, Application for
Conference Funding 1

B37

Frequency

Actualiy if’s my first ime hearing that there is a faculty research office in all the faculfies. | would like the
faculty research office o address us as postgraduate siudents as to what they offer 1

Admin support in that all details are captured when proposal is accepted at HDG - and not having to
resubmit this information in 100 different ways - you already have it.... 1

All relevant setvices arg provided.

Assistance with conference funding applications

Better links to research funding and how to apply

Competent supervisors

Faculty Research Office should be responsible of PG students registration

- A I S 3 O O Y

Have more relevant forms for Post-grad students

| have been consulting with my department and the reason for that is because they have been assisting
me with proposal writing workshops, and other research related queries

-

| have just joined the Faculty but so far | am pieased with the way they have treated me. 1

| have not used the faculty research office due o me not being aware of their exisience. My suparvisor
has referred fo them, however | thought he was referring to the Post Graduate Research office. 1

i struggled to have a supervisor and i plea o the Faculty Ressarch Office to employ more supervisors

! think postgrad. Regisfration should be done ai the Faculty Research Office.

| think the FRO should provide all research-related services.

= e e ] a

industrial practices and further research
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it should provide scanners, printers, ipads, photocopying machines and constartly servicing the
computers o ensure that they are in good condition.

Py

more direction and information when forms efc are changed -

More guidelines on what funding and research services that are available.

More supervisors in field of study.

My department helps me with my research stuff

N/A

none

None

None that ] can think of

Post graduate guidance and educational support by organizing workshops and well equipped labs.

Post Lab must have a photocopying machine

Postgrad and undergrad research methodology support

=l A TN e e e s s

Printer in the Laboratory, to ease and help students in their research, A separate apartment for . Tech
students and a Compuiter system to each D.Tech/M.Tech students.

—d,

Prompt feedback and & more friendly approach & sometimes fee! fike they are doing the student a favour

Re-registration fo be done at the Faculty Research Office

research capacity building services, Tutoring and mentoring, research getaway sessions, Library liaison
and communication, Library infervention sessions

Services that fecus more on encouraging local student o enrol for M ar D Degree

streamiine registration precess for postgraduate

siudent orentafion, assist with conference funding applications and help complete the documents

the examination process is very long and it is not right

The Faculty Research Office is heading towards a right direction, but in terms of the processes it is very
slow e.g. getfing a proposal to be approved by the FRC, IREC and be ratify by HDC takes very long and
in many cases you end up quitling or being lazy.

The Faculty Research Office should organise workshops to enhance students, especially at the initial
stage of the proposal, Give assistance to students in terms of comipleting forms, informing the students
about postgrad processes, more inferaction with the Faculty Office and students

The processes are very slow, you can wail for ever just to get informatfion. Poor management,
administrators are nowhere io be found and really it's frustrating to be in that facuity.

This would be better if it was about the Department as | am not familiar of the services provided by the
Facuity Research Office

Tramnings on research

Updating students on their research status regulady.

Workshops on proposal wiiting, fiterature review, data analysis.

B38

Frequency

A fully functioning Research Office with dedicated staff members will hugely bear productivity.

1

A more well-known presence and information about their existence and services on affer

Assistant staff to be more approachable

Awvailability of more supervisors

Circulate information about services they provide and be located in a convenient location

Communication with students

Create more awareness of the office and its services. Fm a B-tech student and unaware of its existence.

t am not really sure es io what | can say on this.

e ek | ok [ ooy [ e | ok | ooa

i feel that the process of approving proposal takes too iong and somatime it take more than a month, if
this can be expedited, then students can complgte their M and DTech's in minimum fime

| just registered so it's hard to know where improvement is needad
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I think they are doing a good job currently and they should be uphefd.

it is not easy to find the faculty research office. there is only one person who works there and 7 she is

To more efficient in communicating with students

not available everything stops, i think more personnel will make the research office efficient and effective 1
it is very difficull fo find the Faculty Research Office it would have been better & it was situated i an open 1
place where we can easily access.
Let the Faculty Ressarch Office expedite the processes and aliow the students proposals be approved ’
within 3 months.
More compatent supervisors 2
More funding for Master's and PhD researcher. Respective R10, 000 and R15, 000 is very minimal,
More people to assist us as it is very difficult to get hold of the Research Officer, better reatmant, and
proposal approvats that very fong, sending of thesis to examiners take very tong as well and reports from 1
examiners take more than 4moriths and that really kills us as studenis. The Faculty Research Office
needs to expedite matiers
More permanent staff members 1
More staff members in Faculty research office are heeded., Registration shouid be done at the Faculty 1
Research Office. s not conveniently located, if should be out there where everyone could see it
More supervisors need to be employed, Research struciure needs to be developed 1
more workshops ' 1
nil 1
None 5
NONE 1
Organise student research workshops and supervision beyond times allocated to sSupervisors 1
Prompt attention when compiaints are made 1
Prompt response and setvice 1
responses after FRC presentations should be communicated 1
Signage, Refreshmenis, Baetter communication to studenis- sms facility, Faculty Facebook to enhance
commuriication and leaming 1
The Faculty Research officer works half day and on other days works in other offices and cannot be 1
reached. It would be better if she is available all the #ime.
The processes needs to be expedited e.g conference appiication, Research Proposal, sending of
dissertation fo examiners. 1
there is a high need of Supervisors in our faculty 1
They have to market the services they offer. 1
They should perform their dufies, They should not be difficult on the registration especially if you are ’
continuing siudent.
To be in constant contact with more espacially part time students as they don't have much time 1o know 4
the FRC as they spend most of their ime away from the university

1

To promote participation in industrial research opporiunities internationally

Weakly FRC meetings to improve the fumaround fime for students o recsive comections on their
proposais

Frequency -

Admin suppoit in that all details are captured when preposal is accepted at HDG - and not having to
resubmit this information in 100 different ways - you already hava il.._.

1

As above

Assisting students by referring them to statisticians.

Establish ethics research commitiee within the faculty like Management Sciences as i think | would
expedite the approval of ressarch proposals

[ am not sure as fo what | can say on this.

| am not sure what it that they offer is and what they don' offer. But in order io judge their service, they
must let us know what they offer us as postgrad students. at this ime our department plays & vital role
with the supervisor in informing us about the processes
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I think fegistraﬁon should be done by the Faculty Research Office because departments are too
concerned with undergraduate students. Especially re-registration

Improve customer services to the sfudent , to show more respect, and io be rriore approachabie

More clarity is needed on the examination process

Moré deceniralised library services, for Post graduate students,

More efficiency when handiing queries and prompt response

more individualized assistance

[N T R N

More information shouid be given to students when they register and expectations from them should be
hightighted.

—

Mare involvement with students

More time for lecturers to complete research and write papers

N/A

nil

No changes

nc idea

Non

None

=% = e pa ] e ] s

One stop services that have better workflows and accountability for documentation and processes to be
effected for prompt service, Feedback and tracking of the documentation

-

Organising peer meestings and events for students. having a structure in place that monitors student

-3

work

Prompt assistant 1

Prompt response and service 1

Quigker tumaround fime of proposals for students to decrease the delay in student qualification 1

Should be Efficient, Extend service time (office hours to normal official working hours.) 1

So far so good and i am enjoying my time here and 1

Students need o be prioritized and taken sefiously. 4

That they must ensure that information is provided 1o students on ime more especially to off campus 1

students so fo plan in fime on how to attend research workshops

The examination process needs ic be explained across. Handiing of situations differ sometime and the

research needs to ceary look into that. 1

The Facuity Research Office takes time to respond to your request/gueries, and that makes it very 1

difficult io work with them. Processes are siow in some cases. Betfer handling of processes is needed.

The Office must not try to re-supervise the students, its duty is to liaise students with the FRC. 1

To facilitates and promote confinuous participation in research seminars nationaliy. b
B40

Frequency

Actualiy | would like my depariment (as they are the ones who provides all pg services) fo try and
minimize the process of Proposal approvals. Alsc  the information regarding scholarships is not
communicated to us postgraduate students we only hear about i from our colleagues from other

faculties. :

Admin support in that all details are captured when proposal is accepted at HDG - and not having to
resubmit this informaiion in 100 different ways - you aiready have it...,

All our queries are handied by the depariment assistant and the services is not of good quality.
Processss are not structured cleardy and information is not easily accessible, Proposals takes long to be
approved with the DRC rmaking it difficult for us. Sometimes it become so difficulty that you think of

Quitting.

All the best for the future, my this study haip to enhance research in this faculty, but i think we are
heading towards the right direction

All the services and procedures spoken about above are done by my department and supervisor e.g. the
information regarding approval of Research Proposal and HDC information regarding the Research
Proposal is communicated to me by my supsrvisor and depariment.
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Better adminisiative management processes because it's ﬁustratiﬁg io wait for your thesis to be senito
examinar afier & month when vou submitted.

During my first year of registration (2011) the services provided my faculty office was not at all
favourable; But in 2013 [ am happy with the services provided by faculty office, thanks to the current staff

member who is really assisting me.

Frequent chance of date for presentations! seminar et

FRO has not done enough to ensure that there is a larger poal of supervisors for stedent 1o choose from

have more warkshops on how o write literature for a dissertation and paper

Hiring of relevant/proper supervisors. This is to ensure that the supervisor and the student speak the
same language.

| arm not sure that [ have ever inferacted with the FRO. if  have then it was completely by accident.

I believe the research office has a solid group of people though there is always room for improvement
however this those nof take away from what they have achieved thus far.

[ have just started with my proposal, and | have been received with wamm hand by my faculty research
office. they really assist me when | have problems

| just commenced with my research proposal, and so far my depariment has been doing all the
administrative work eq. registration, workshops, communication eic

| only sent an email to the Faculty Research Officer when my supervisor referred me fo her regarding the
examination processes bt she hasn't responded and it been 2 weeks now.

| rarely receive information from the Faculty Research Office as a result | have opted to stick with my

deparfment as they seem knowledgeabie with research processes. 1
| think my facully is on fract as | have seen that they are bring experienced doctors and professor's 1o 1
enbance and encourage research activities in our faculty

[ think that the staff are courizous and helpful and professional, 1
f think the Faculty Research Office must let us know of what services do they offer. 1
I think the Faculiy Research Office should be situaied in a convenient place, as itis hard fo locate it 1
Marketing is essential so that we can be able o benefit from their services.

| think the faculty research office should introduce its self fo new students in the faculty by holding

workshops or orientations so that we get to know and undersiand their involvetnent with postgraduate 1
students.

{ think the FRO shouid provide all necessary research-related matters. 1
¢ visit my department when | have research related issues and they assist me with most of the things 1
above

I wish i could know where the Faculty Research office so that | can visit them and ask about the services 1
they provide for Posigraduate students

improve accessibiiity and availability and give prompt feedback and not wait for the student to make an ]
enquiry

Keep on doing good and please address student’s grievances 3
Keep on sending us research workshops details 1
More consistency in handling documents 1
More equipment facilifies eg: phofocopy machine fax and scan machine for the facility lab 2
More personnel needed. 1
More personnel fo assist as the intake of postgraduate is increasing, We battfe to gt supervisors and i
supervisors are always busy and sometime they take time fo respond/ give you feed back

Most of the thing in this questionnaire are basically facilitated by my depariment. 1
Most of the things asked above are carried out by my departiment, eg. registrafions, conference funding 1
applications, nomination of supervisors, workshops ste.

My depariment and supervisors assist me in research and they explain the procedurss of the department

and faculty. | would like {0 see my department organising more wrifing of proposal workshops and 1
endnote workshops

My department assist me with my research and research processes 1
My friends and | have been consuliing with the department when we needed assistance with research.

Since the Faculty Research office is there io assist sfudents as the questionnaire points that way, then ’
our Faculty Research Office definitely needs fo inform us of the services they provide so that we can use

them io our advantage.

n/a 1
hN/A 1
it P
No 1
no idea i
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None

NONE

Our Facutty Research Office is not efficient, if takes long to respond to gueries. Administrative processes
are very stow.

Proposals takes foo long to be approved, and there is no fransparency in handiing issues or problems.

Some of the functions/activiies are performed by my depariment

The department facilitate the above mentioned activities and helps us a lot

The department that | am registered under helps us with the information above

RSN [N N U N Y

the facully is doing a good job, howaver there is room for improvermnent in terms of the services like
printers scanners and other relevant equipment

-

The Faculty Research Office does not market itself {o postgraduaie studenis as @ result we as the
postgraduate students are very much unaware of what they offer. For most of my research, | tum to my
supervisor and he assist me, where need arises she sends me to Postgrad Support and Development

office{Sieve Biko Gate 1)

The Faculty research office has been very informative and helpful

The faculty research Office has welcomed me well and | am grateful to be part of the faculty and
institufion

The Faculty Research Oftice should market its seff to the faculty so that the students can be aware and
be informed of what they offer {o postgraduaie students

The information and assistance provided by the faculty research office is very belpfut for participation in
research aclivities. ’

The office is not efficient, never responds to queres. slow administrative processes

The office provide all relevant services needed by post graduate students.

The guestions asked in this questionnaire are related to my departrent as they are the ones who carry
out the research administrative services

The work they are doing Is so good compared to other instifutions in Africa. The compietion of the
research work is ieft to the student's effort

There is nothing much | can say, as | have just started.

They do a good job but there is still room for improvement

They have been heipful whenever ! requested for heip. i am grateful for that.

They should inform us their roles and responsibilities; They must perform their duties; | do not know why
they are there.

What is the Facutiy Research Office fo/
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Appendix M: Faculty Research Co-ordinator interview schedule

STRUCTURED INTERVIEWS FOR FACULTY RESEARCH CO-ORDINATORS

The purpose of the interviews is to collect data for the purposes of the MTech
Corporaie Administration research project fitied: staff and student perception of
research structures and services provided by the Faculty Research Offices at
a University of Technology.

What is your job title? Do you think this fitie adequately describes your job?
How long have you been working in the Facuﬁy Research Office (FRO)
What is the purpose of your office?

What services are provided by your office?

Is your office conveniently located in the faculiy? Explain

S ¢ kW N -

Does your office assist with M and DTech registration? What services does

your office provide in this regard?

7. Does your office provide proposal writing workshops to assist students with
proposal write-ups? Please explain how this done.

8. Does your office deal with the appointment of supervisors and co-
supervisors? What service/s does your office provide in this regard?

8. How are students informed of decision/s taken by the Facuity Research
Committee (FRC) pertaing their Proposal?

10. How are students informed by your office of decisions taken by the Higher
Degrees Committee (HDC) pertaining fo their submissions?

11.What structures/programs are put in place by your office to enhance research
in your faculty?

12.What support is given 1o students enroliing for postgraduate studies

13. What research capacity development and support does your office offer

postgraduate students?
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14. When students encounter problems regarding research with other
departments, what does your office do to assist them?

15. What suppori is given fo staff members who are engaged in r posigraduate
studies?

16. What additional support is given to staif members pariicipating in research but
not registered for posigraduate studies?

17. What is the procedure for nominating examiners for students?

18. How does your office frack student progress?

19. How often is student progress monitored? And how is the information
gathered?

20. Are there any postgraduate forums established in your faculty? What is the
purpose of those forums?

21. What assistance is given to students who have prablems with their
supervisorfco-supervisor?

22.Who conducts posigraduate workshops in your faculty?

23. Do you think having a decentralised faculty research office benefit students? if
‘ves’ in what way; Iif ‘no’ please explain

24 With the functions and activities offered by the faculty research office, do you
think the structures put in place in each faculty can carry out the needs of
postgraduate students? Please explain your answer

25. Does your faculty research office have qualified, sKilled or trained individuals
o carryout research services in your facully? Explain

26.What functions do the administrative staff in your office perform?

27 .What qualification/s must siaff in your office possess?

28. How is vour office staffed?

29. How should your office be staffed?

30.Who do you report to?

31.De you think your office is meefing staff and student expectations? Explain

32.Do you have adequate resources to provide the relevant services? Explain

33. What difficulfies are faced by your office in terms of service delivery?

34.What are some of the contributions your office has made in terms of
improving research in your faculty?

35. What are some of the steps your office has taken/iniliated to streamiine

processes in your faculfy?
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36. What changes would you like to see that would enabie you to provide better

quality service to your facuity?
37.What changes would you like to see implemented regarding the structure of

your office?
38. What changes would you like to see in the faculty to enable you fo do your

job?

39.Any comments.
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Appendix N: Faculty Research Officers interview schedule

?Eﬁ%%@iﬁ%.@@?’

STRUCTURED INTERVIEWS FOR FACULTY RESEARCH OFFICERIASSISTANT

The purpose of the interviews is to collect data for the purpases of the MTech
Corporate Administration research project tifled: staff and student percepiion of
research structures and services provided by the Faculty Research Offices at
a University of Technology.

What is your job fitle? Do you think this fitle adequately describes vour job?
How long have you been working in the Facuity Research Office (FRO)?
Are you permanently employed by DUT? If no, please explain.

What is your highest qualification?

What types of duties do you perform?

Who do you report to? How do you fee] about this?

Is your office conveniently iocated in the faculty? Explain

What services does your FRO provide to postgraduate students?

L o N ;b LN

In terms of your portfolio, what services do you provide to posigraduate
students?
10. What services does your FRO provide to members of staff in your faculty?

11.1n terms of your portfolio, what services do you provide to members of siaff in

your faculty?
12. Does your office assist with M and DTech registration? What services does

your office provide in this regard?
13.Does your office deal with the appointment of supervisors and co-

supervisors? What service’s does your office provide in this regard?

14. How are students informed of decision/s taken by the Faculfy Research
Commitiee (FRC) periaing their Proposal?

15. How are students informed by your office of decisions taken by the Higher
Degrees Committee (HDC) pertaining to their submissions
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16. What structures/programs are put in place by your office to enhance research
in your faculty?

17.What administrafive support is offered by your FRO to M and D students in
your faculty?

18. What administrative support is offered by your FRO to enhance research
output in your faculty?

19. Please explain what research development programs if any, your FRO
conducts or facilitates to assist students with their studies.

20.Piease explain what workshops or programs if any, your FRO conducts or
facilitates to assist staff to increase their research output?
21.How do you communicate the services provided fo staff and students in your

faculty?

22 .When students encounter problems regarding research with other
departments, what does your office do fo assist them?

23. What services are mostly requested by students?

24. How best can your FRO streamiine the services provided to postgraduate
students?

25. How does your office track student progress?

26. How often is student progress monifored? And how is the information
gathered?

27 .What is the procedure for nominating examiners for students?

28.Are there any postgraduate forums established in your faculty? What is the
purpese of those forums?

29. What assistance is given to students who have problems with their
SUpervisor/co-supervisor? '

30. Who conducts posigraduate workshops in your faculty?

31.Do you think having a decentralised Faculty Research Office benefit
students? If ‘yes’ in what way; if ‘no’ please explain

32.What is the structure of your FRO?

33.Do you think that your FRO is adequately staffed to carry out your functions?
Please explain.

34.Do you think that your FRO is adequately resourced {o carry out your
functions? Please explain.
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25. Do you think that the services provided by your FRO are enhancing research

in your facuity? Please explain.
36. What are some of the innovative practices that your FRO has put into place?

37.What are some of the triumphs experienced in terms of the services your

office provides?
38.What difficulties or challenges do you experience in your faculty research

office?
39. What can be done 1o improve services provided by your FRO?

40.What changes would you like to see happening in your FRO?
41. What do you think would enable you to provide better services to your faculty?
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