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Abstract

This study investigated the influence of quality management system in the
dimensions of programme design and development, and learner support
services on students’ satisfaction with ODL education. A survey research
design was adopted, and a sample size of 140 postgraduate students was
selected from the National Open University of Nigeria (NOUN), Wuse Il
Study Centre. The respondents from various strata (faculties) were selected
randomly. The internal reliability index was found to be 0.89; hence, the
questionnaire was considered reliable enough for the study. A structured
questionnaire was used to elicit responses from respondents. The
hypotheses were tested using regression analysis, ANOVA, and correlation
coefficient. Findings revealed that programme design and development in
NOUN had a significant influence on students’ satisfaction with ODL
education. The findings further revealed that the Learner Support Services
(LSS) in NOUN contributed to students’ satisfaction with ODL education;
however, students disagreed with most of the indicators LSS obtained in
NOUN. Based on the findings, it was recommended that the National Open
University of Nigeria and other open and distance learning institutions
should ensure that quality assurance mechanisms are put in place to ensure
fair and reliable assessment of learners, as stated in the institutional policy.
There should be systems tor track and record the learners’ performance and
progress, and a timely communication of the same to the students. It was
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also recommended that there should be publicatidrike results of annual
surveys of graduate employment of students of NOUN.

Keywords: Open and Distance Learning, Quality Assurance, liQua
Management System, Students’ Satisfaction

Résumé

Cette étude a examiné linfluence du systéeme déogede la qualité dans
les dimensions de la conception et du développedesnprogrammes, ainsi
que des services de soutien aux apprenants sutiksfaction des étudiants
a I'égard de I'éducation a l'apprentissage a disten Un modéle de
recherche par enquéte a été adopté, un échantdienl40 étudiants de
troisieme cycle a été sélectionné a partir de I\émsité nationale ouverte
du Nigeria (NOUN), Centre d'études Wuse Il. Leoréants de différentes
strates (facultés) ont été sélectionnés au hasatdindice de fiabilité
interne s’'est avéré étre de 0,89, de sorte que Uestipnnaire a été
considéré comme suffisamment fiable pour I'étuden questionnaire
structuré a été utilisé pour obtenir une réponses dépondants. Les
hypothéses ont été testées a I'aide d’'une analggégtession, TANOVA et
d'un coefficient de corrélation. Les résultats oéwélé que la conception et
le développement du programme NOUN avaient uneeinfle significative
sur la satisfaction des éleves a I'égard de I'édimaa I'apprentissage a
distance. Les résultats ont en outre révélé queséegices de soutien aux
apprenants (LSS) dans NOUN ont contribué a la featiion des éléves a
I'égard de I'éducation a I'apprentissage a distancependant, les étudiants
étaient en désaccord avec la plupart des indicatealstenus par les LSS
dans NOUN. Sur la base des résultats, il a étémawandé que I'Université
nationale ouverte du Nigéria et d'autres établiseats d’enseignement
ouvert et a distance veillent & ce que des mécasisttassurance qualité
soient mis en place pour garantir une évaluatiorstguet fiable des
apprenants, comme indiqué dans la politique ingtitunelle. Il devrait y
avoir des systemes de suivi et d’enregistrementpde®rmances et des
progres des apprenants et une communication ragldeceux-ci aux
étudiants. Il a également été recommandé de pulbdierrésultats des
enquétes annuelles sur I'emploi des étudiants dip®du NOUN.

Mots-clés: Apprentissage ouvert et a distance, Satisfacties étudiants,
Systéme de management de la qualité,
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Introduction

Today, every organisation, large or small, makesgféort to manage
its systems and operations with the ultimate gollachieving
excellence. The manufacturing of high-quality pratduis typically
prioritised by most businesses, along with senangatisfying the
needs of their clients or consumers. Thereforetype and breadth of
these organisations' quality management systenemmgatation serve
as a major barometer of their effectiveness. Wh@eiality
Management (QM) is related to enhancing the quaftyroducts and
services provided to meet consumer needs, it ispetifically about
managing people. Implementing quality managemesigds such as
Total Quality Management (Varghese, 2012) can iwgrbe output
quality of higher education. Instead of trying ®sess the quality of
goods and services after they have been delivaddd, promotes
executing a job perfectly from the start. In itmplest form, it is a
management approach that makes sure that a comsapyoduct, or
service is consistent and satisfies the expecttminthe client or
customer. In essence, QM is concerned with bothntkeéhods for
achieving high product and service quality. QM e @f the criteria
and conditions for quality and a crucial success$ofain Open and
Distance Learning (ODL) in Sub-Saharan Africa, adoay to The
Commonwealth of Learning (COL) (2004). The same re®u
emphasises that in the context of Sub-Saharan &ftlee drive of
ODL is mainly to create broader access to educaliopportunities.
However, access by itself is insufficient, so ODLush be
supplemented with QM to meet the needs of cliestsdents) and
stakeholders (industry). Therefore, according te tBtandards
Association of Zimbabwe (2008), "the adoption amgblementation
of a QMS should be a strategic decision of any misgdion." It is on
this premise that the National Open University afjddia connects
with the country and the world at large, made pgmesiby the
presence of its study centres across several statdgyeria. These
centres serve as the cornerstone for offering geergial support
services to the burgeoning student population achktigeria (Okopi
& Ogunleye, 2016).
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There is no doubt that the National Open UniversityNigeria has

encouraged wide access to higher education. Senaspen and
distance learning institution, NOUN is a technobtadly advanced

organisation that uses technology to accomplisgots; and for the
purpose of assisting its students, the universaty Ibuilt and adopted
an e-ticketing facility. The e-ticketing websiteses as a vital learner
support tool, answering questions from NOUN stuslemt anything

related to the core of their study abroad expegeifitis is intended
to improve NOUN students' satisfaction with servasivery and

give them a better overall rewarding experiencesémtly, NOUN e-

ticketing is put to use to resolve students’ conmpéaand issues
targeted at enhancing effectiveness and effici€N€QUN News and

Events, August 2022).

The Concept of Quality

The term "quality" describes something's level atedlence or
superiority, frequently about its intended useuwrction. It is a gauge
of how well something satisfies the wants and etgiems of its
users or stakeholders, in addition to meeting fecHications or
criteria. Quality means conformance to requirements

Quiality in Education

The notion of "quality” is broad, relative, and whemployed in a
particular context, its significance is more appardhe context in
this instance is educational excellence. What, ,theonstitutes
quality? Making a precise determination of what ires high
education quality is difficult. The quality of tlsystem as a whole and
the quality of the resources the system makesabaito the students
or learners are the two components of quality ia #ducational
setting. Effectiveness, efficiency, and accounigbihre frequently
included in definitions of quality. While qualityrihigher education
includes meeting a set standard, it is typicallyelved that the quality
of its inputs - such as staff, libraries, laborgt@quipment, and
facilities - determines the quality of its outpsti¢h as graduates and
research) (Ferdousi, Ahmed & Momen, 2022). Henaglity in
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higher education is defined as “fitness for theppse”. This paper
reviews the literature mostly on quality in educati open and
distance learning, quality management and its ggidirinciples, as
well as quality assurance, which is one of the naaipects of quality
management. It is a set of policies and procedpuésn place inside
a company to manage (and hence ensure) the callthe products
or services being offered, and in the case of OfFhduates’ quality
stands in for products and services.

Open and Distance Learning (ODL)

Universities are designed to produce graduates avbaleserving of
their education and character, as well as to cautyresearch and
provide community service. The primary objectivetioé university
system is to produce qualified graduates who wiérg¢ually hold a
variety of roles in the public and commercial sestorhe goal of
ODL is to provide both individuals and groups ofrers with
flexible learning opportunities by emphasising opeancess to
education and training that is free from time amchtion restrictions.
However, the primary goal of ODL is to offer edueoatto individuals
who are unable to pursue formal education. Ther @O set
classroom procedures in open educatinstead, students concentrate
on independent study. Additionally, lectures antleoteducational
materials are distributed by electronic media tnaission or through
learning management systems. ODL, which uses guélilge
communication technology, is a special instrumeat faising
educational standards across the board for diffgpepulations and
regions of the nation (Arthur-Nyarko et al., 2020Modern
communication technologies also make it possibteafbuge number
of people to access education and learn at their speed, location,
and time (Tomasik et al., 2021). There is still @eaj deal of
disagreement within academics and among employeosit awhat
quality in ODL is and how to ensure it, despite thgoduction of
several revisions to course materials, curriculuend teaching
techniques (Devkota, 2021). A key component of lstaing and
maintaining credibility for initiatives, organisatis, and national
higher education systems across the globe is ewgsthie quality of
instruction. Despite having a long and usually ssstul history,
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ODL must continue to demonstrate that the qualitstedent learning
is at least equal to in-person instruction (Arkbrand Abaidoo,
2015). To do this, a reliable quality assurance \@pstem can be
helpful. However, stakeholders' interest in ODL btased up interest
in QA. Others contend that ODL simply seeks to eatd
conventional assumptions and that, as a resubepteéQA processes
are insufficient to ensure the quality of ODL. Soocoatend that ODL
QA practices are comparable to those employed aditional
schooling (Palvia et al., 2018). QA, on the othandh is a rigorous,
all-inclusive endeavour to improve quality, not denerate it. The
goal of quality assurance is to evaluate and erehime effectiveness
of an institution's practices, instructional madésj and results. It
entails creating and producing educational res@rosourses,
services, and support for students, as well as Gildndards
(Margaryan et al., 2015).

Although Open and Distance Learning (ODL) in higleelucation
faces two major challenges in Africa, including efise systems and
practices that require convergence of understanaimgeffective and
efficient management of access, quality, and c@dDL plays a
critical role in accelerating Africa's socioeconeordevelopment. This
is why the African Council for Distance EducatioACDE), a
continental organisation dedicated to enhancingessdo quality
education through ODL and e-learning, establisheQuality and
Accreditation Agency to create and uphold a legadlity assurance
(QA) framework for distance and online educatioiirica. To fulfil
its mandate, the Quality Assurance and Accreditatidgency
(QAAA) decided there was no need to invent the Wwiaee instead
critically examined existing QA Toolkits for intealisation,
contextualisation, and adoption to encourage cootis self-
improvement and create a culture of quality in kighODL
institutions in Africa. The QA Toolkit for Distanddigher Education
Institutions and Programmes, developed by UNESCQ-OEMP
(Asian Distance Education Modernisation Projecgswhosen after a
review of the available tools (COLRIM, CHEQC, INQM&, South
African QA Instrument, etc.).It is important to erothat the ACDE
QA Toolkit should provide some reassurance, esfhgces it is
available to all ODL institutions and may be usedsblve quality
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assurance and certification issues in their sendeéivery. The
National Open University of Nigeria has adopted &KE€DE QA
Toolkit for use to improve the calibre of ODL dedty services.

In order to enhance access to higher education igerd, the
National Open University of Nigeria (NOUN) was faled as an
Open and Distance Learning (ODL) institution. Follog the
provisions of the University Act No. 6 of 1983, N@Us devoted to
improving its position as the top provider of fleka and high-quality
education through open and remote learning in Nagand the West
African sub-region. However, stakeholders have be&tremely
concerned about the quality issue ever since gastation. The
quantity and quality of distant learning output @éaween two of its
main detractors. (Badu-Nyarko, 2013). The way thptovider and a
learner perceive quality is not necessarily the esaNevertheless,
guality needs to be evaluated, and some measunitegia should be
devised to be able to evaluate quality. Only a Emamber of the
current QA criteria consider the perspective ofrless; the majority
are produced in response to that of providers. e&sthe success of
Open and Distance Learning (ODL) greatly depends thae
motivation and other factors of learners, it is @rgiive to strike a
balance between the perspectives of both, and thereneed to give
the learners' viewpoints more consideration (Latt@eJung, 2010).

The onus of learning is on the students in opendistdnce learning
as an independent learning system with a focus edfidsected
learning (Patrick & Ihejirika, 2012). The Natior@pen University of
Nigeria's Quality Assurance Unit was establishedugust 2014 to
meet this demand, taking into account the signiticale that quality
plays and the attendant difficulties related to ligggan open and
distance learning systems. The African Council fDrstance
Education (ACDE) Quality Assurance Tools and Insieats for the
Evaluation of Quality in Open and Distance LearningAfrican

Higher Education (ACDE QA Toolkit) serves as a @uith this
direction, and it is also following the National iMersities
Commission's (NUC) directive that all universitieseate a quality
assurance unit or directorate to coordinate thelamentation of
Quality Assurance activities. To be able to contumly monitor,
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assess, and enhance the quality of their educatdieaings, this will
function as a component of their quality assuraplesms (Mishra,
2006).

Statement of the Problem

The National Open University of Nigeria practicaglity assurance
through both internal and external quality measukey components
of the institution's ODL system, including goveroan staffing,
admission, programme curricula, programme/courssigde and
development, facilitation, assessment and evalualgarner support,
and academic planning, have internal quality messsuuilt into
them. The National Universities Commission (NUCJ &ne national
regulatory body conduct periodic accreditation es&s as external
quality assurance procedures. Nevertheless, despite
implementation of these steps, NOUN has found fficdit to put
quality management methods into practice and taiokihe desired
results. For example, questions such as: Wouldptieducts from
NOUN attain the same quality as the products frbendonventional
systems? Will the increased enrolment not hurtdésired quality?
The issue is whether or not QM is being implemeraedll, and to
ascertain the impact of QMS on students' satigfactvith ODL
education at the National Open University of NigeriThese
guestions have been of significant concern toTélé objective of this
study, therefore, is to assess the influence of design and
development of programmes offered in ODL institn§®mn students’
satisfaction with ODL education, and to determihe teffect of
learners’ support services on students’ satisfactigith ODL
education.

Theoretical Framework

The idea that a university is a system servesasoiimdation for the
theoretical framework selected for this study. Bfere, it is thought
that the open system's basic paradigm is acceptédilethis
investigation. Ludwig von Bertalanffy first suggedtthe systems
theory in 1928. The model lists "receiving inputsoni their
environment, converting these inputs into outpatsd discharging
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such outputs into the environment" as the threedkeyacteristics of
open systems. Through interaction and avoidingviddal activity

implementation, the systems approach enhances oniogit

measurement, control and transparency. The NatioBgen

University of Nigeria is viewed as an open systdmat tconsists of
inputs, processes, and outputs when the Systenwyl lseapplied to
the educational system. This is illustrated in Fégi:

PROCESS
(Conversion)

INPUT OUTPUT

e Students admitted
following a well-
documented admissions
procedure

e Students’ satisfaction
o Excellent feedback
from students’ scripts

e Quality curriculum
development
o Development of

lity | . terial regulations to guide o Excellent students’
Q_ua ity earning materials implementation of all the academic
Highly qualified and programmes performance (question

experienced academic ang
administrative staff
Quality printing press
Invigilators who are well
trained

Quality assured
examination question
papers

Dedicated support staff
Quality ICT services
Knowledgeable and
experienced management
Quality end of exam
session evaluation reports

Accreditation of
programme regulations
Quality development of
learning materials
(learner friendly course
materials)

Quality Course
facilitation by qualified
lecturers.

Quality time spent in
studying by the students.

by question and
overall reports
provide evidence
about quality of
question, popularity,
relevance of topics
and how well a topic
was taught or how
well a module
articulated the
concept

Qualified graduates
Good reputation of
the University.

Figure 1:Theoretical Model of Interaction in an ODL Institut as an Open System
Source: The Research2023

Empirical Literature

A survey of the literature reveals that variousmpeints taken in the
research have led to various interpretations oflityuaquality
management system, quality assurance, and comgieaequality
management in higher education. According to Suvé2004), TQM
is a philosophy and a collection of guiding coneegutd practices that
teachers use in the classroom. These practices ssrthe basis for
both students' and teachers' ongoing learning emwltly. The quality
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of education given to students and the extent tdchvitheir
requirements and those of their employers are bogh now and in
the future, are improved by the implementation a@bcpdures
connected to instruction. It entails achieving gtednined goals and
providing value for money that includes input, m@es, and product
(Sahney, Banwet, & Karunes, 2004). Here, teachind lzarning
serve as the process, with students, instructafeastructure, and
staff as the input. Employment, test results, aatdsfaction serve as
the outcome.

Using an online survey approach with 306 studemts fUniversitas
Terbuka (UT), Nugraheni, Sajati, Yuniati, Isman,Z&hairi (2013)

investigated students' perceptions of the Qualigsukance (QA)
system of distance education. They analysed stsdpatception of
the QA system in terms of the profile of respondeperception of
important values of QA, students’ satisfaction wiitle quality of the
distance education programmes and courses. Tlesameh revealed
that Distance Learning Students (DLS) required kathdemic and
social psychological assistance, and that skilledf and external
accreditation are important components of highiguahstitutions.

Additionally, students appeared to recognise thgniicance of

interactive learning environments and well-struetlicourses. The
study also found that fair assessment, faculty sup@nd media
technology support are crucial to the effectivenedsdistance
learning and teaching, and that the institution didyood job of
facilitating the protection of students' rights,ucge content, and
technology infrastructure.

Cashion and Palmieri (2002) examined Australianrnies’ and
educators’ opinions on the quality of online leami Flexibility, in

utilising e-learning technology, was rated as tlestimportant factor
in quality e-learning by learners. Other qualitgttas cited as highly
important by most educators, such as induction,neonication with

teachers and other students, and a hybrid mix oé-fa-face and
online learning, were rated as less important bg tharners.
According to Jung (2011), South Korean e-learnerssiclered staff
support to be the most significant predictor of thuality of their e-
learning, followed by institutional QA proceduresda learning
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activities. "QM as espoused by its founders can rbekably
distinguished from other strategies for organisatlomprovement,
and there is substantial agreement in the litegat@s to which
practices fall under the QM umbrella,” Sousa amds/(2002) write
in their study on the validity of quality managerheiiso, according
to Sousa and Voss (2002), “practices are the ohbkrfacet of QM,
and it is through them that managers work to reatisyanisational
improvements. Senior management can utilise the litgua
management principles as a framework to directr tbejanisations
toward improved performance. These quality managémenciples
can be applied in numerous ways. How they are imeiged will
depend on the organisation's characteristics amddifficulties it
faces.

While it is worth noting that many researchers haaeried out
studies on the practices of QA in the conventi@thlcation system,
some studies have also delved into the same frorh (@a&rojat,

Nilson, & Kaufman, 2015). However, while some cedtron the
nature and significance of ODL, others focusedranapplication of
QA in the context of ODL. The present study wasréfore, an
attempt to analyse the construct of quality as geed by the
distance learner and the influence of this peroeptin the students’
satisfaction with the ODL education. Therefore sitimportant to
ascertain whether or not the quality managementesysn ODL

education brings about equivalent satisfaction ttalents in ODL
institutions.

Research Questions

The questions are:

(1) Does the design and development of ODL programimave
any positive influence on students’ satisfactionthwDDL
education?

(2) To what extent do learners’ support servicefiluence
students’ satisfaction with ODL education?
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Hypotheses

Hol: The design and development of programmes affareéODL
institutions has no significant influence on stugén
satisfaction with ODL education.

Ho2: Learners’ Support Services in ODL institutiohgave no
significant influence on students’ satisfaction hwiODL
education.

Methodology

The study adopted a descriptive survey researcigrdeim which a
structured questionnaire titledQuality Management System and
Students’ Satisfaction Questionnair@MSSSQ’ was used in
collecting data from the respondents on the vasmlthat were
studied. 140 postgraduate students were randondgted from the
seven (7) faculties of the National Open University Nigeria
(NOUN), Wuse Il Study Centre in FCT, Abuja. Stnaiif sampling
was used to select the respondents from each ofsélven (7)
faculties. Simple random sampling assisted in selgstudents from
each faculty.

The questionnaire was divided into two section<tiSe A of the

guestionnaire asked questions regarding the ingaidharacteristics
of the students, which were thought to be importarthis research.
Section B contained closed-ended Likert five-pajoiestions with

response options ranging from 1 (strongly disagtee} (strongly

agree). These measured different dimensions okestadsatisfaction
with the quality of ODL programmes in NOUN. UsirtgetCronbach
Alpha test, the questionnaire was tested for iteconsistency and
reliability index, which was found to be 0.89; henthe questionnaire
was considered reliable enough for the study. Imelbping this

questionnaire, two out of the five categories definthe various
dimensions of quality management in the NOUN ODIst8;n were

created in line with the ACDE QA Toolkit. The twamknsions

defined the foundation of analysis for this studyd anclude the

following:
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o Programme Design and Development
o Learner Support Services

Copies of the questionnaires were handed overdaatiministrative
staff of the Wuse 1l Study Centre to be given t® skudents whenever
they come to the study centre, to fill out and metdt took about a
month before all the filled questionnaires couldrb&ieved by the
researcher. The questionnaires were administerefddulty staff in
their 20s.

Method of Data Analysis

Frequency tables, percentages and means were esdpioyanalyse
the data. Computers were used to tabulate, cod®,pascess the
questionnaire responses. To draw results and sffggestions from
the study, the hypotheses were tested using SirRagression
Analysis and the Statistical Package for Sociak&m® (SPSS). To
determine the National Open University of Nigeriagiality
management procedures and the students’ satisfacitio the calibre
of ODL programmes, the study's findings were comganith the
ACDE QA Toolkit with p-value (Sig F=0.00p

Result of Findings

Research Question 1:

1) Does the design and development of ODL programrags h
any positive influence on students’ satisfactiorthwDDL
education?

Table 1. The extent to which design and development of ODL
programmes influence students’ satisfaction withL@ducation
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A=Agree, N=Neutral, D=Disagree, M=Mean, SD=Standard
Deviation, SE=Standard Error

S/N | Description A N D M SD | SE

1. The programmes arel28 2 - 4.32| .499| .044
developed keeping in(98.5%) | (1.5%)
view the needs
resources, learning
styles, preferences,
skills and knowledge
base of the learners at
the entry leve

2. The academic standaydl28 1(.8%) | 1(.8%)| 4.33 .534 .047
of the programmes is(98.5%)
appropriate to the leve
and nature of the
qualification/awar

3. The programme 118 8 4 4.32| .728| .064
curriculum reflects (90.8%) | (6.2%) | (3.0%)
current knowledge and

practice and ig
sufficiently
comprehensive for
learners to achieve the
stated learning
outcome
4, Learner satisfaction 79 43 8 3.62| .892| .078§

relative to the quality (60.8%) | (33.1%)| (6.1%)
of  education ang
training provided in the
programme is regularly
evaluate

5. The institution has al6 52 62 2.55| .864| .076
mechanism to survey(12.3%) | (40.0%)| (47.7%)
learner satisfaction
rates regarding th
service providers, th
programme  delivery
and the commitment af
the institution to
meeting the learnerg
need

D

Table 1 shows the extent to which the design aneldpment of
ODL programmes influence students’ satisfaction hwiODL
education. More than 70% of the respondents agiresdour out of
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the five items on the extent to which design angetigoment of ODL

programmes influence students’ satisfaction withLGdducation are
true. This is confirmed with the result of the teshypothesis that the
design and development of programmes offered in NChas a

significant influence on students’ satisfactionnm@DL education.

Conclusively, in the opinion of most of the respents, the following

statements on the extent to which design and dpredat of ODL

programmes influence students’ satisfaction withLGddlucation are
true:

1) The programmes are developed keeping in view tlezls)e
resources, learning styles, preferences, skills larmvledge
base of the learners at the entry level.

2) The academic standard of the programmes is appteptd
the level and nature of the qualification/award.

3) The programme curriculum reflects current knowleduel
practice and is sufficiently comprehensive for tesis to
achieve the stated learning outcomes.

4) Learner satisfaction relative to the quality of ealion and
training provided in the programme is regularly laaéed.

However, the following is not true according to tkepondents:

1) The institution has a mechanism to survey learagsfaction
rates regarding the service providers, the progrardetivery,
and the commitment of the institution to meeting kbarners’
needs.

(2) To what extent do learners’ support servicefluénce
students’ satisfaction with ODL education?

Using a questionnaire, ten (10) items about keysicemations in
Learner Support Services were presented to theomdsmts. They
were required to respond to the items using a pit response
scale where SD = Strongly Disagree, D = Disagree, Meutral, A =
Agree and SA = Strongly Agree. Findings are presgmh Table 2,
which is accompanied by an analysis and interpogtabf the
findings.
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Table 2: The extent to which learners’ support isess influence
students’ satisfaction with ODL education

Learners have access to the tutors through a varigtof medig
and locations.

Frequenc| Percent Valid Cumulative
Percer Percer

Strongly Agre!| 15 11.5 11.5 11.5
Agree 78 60.C 60.C 71.t
Neutra 17 13.1 13.1 84.€

Valid | Disagre: 14 10.€ 10.€ 95.4
Strongly 6 46 |46 100.0
Disagre:
Total 13C 100.C |100.(

Appropriate support and facilities are provided for learners with
specific learning difficulties/special needs.

Frequenc| Percent Valid Cumulative
Percer Percer

Strongly Agre!| 6 4.€ 4.€ 4.€
Agree 42 32.c 32.5 36.€
Neutra 71 54.€ 54.€ 91.t

Valid | Disagre: 5 3.E 3.8 95.£
Strongly 6 46 |46 100.0
Disagre:
Total 13C 100.C  ]100.(

Learner support emphasiges the development of independe
learning skills.

Frequenc| Percent Valid Cumulative
Percer Percer

Strongly Agre!|31 23.¢ 23.€ 23.¢

Agree 74 56.¢ 56.€ 80.¢
Neutra 19 14.€ 14.¢ 95.4

Valid| Strongly 6 46 |46 100.0

Disagre:

Total 130 100.0 [100.0
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Staff effectively and efficiently handle the learne support
services.
Frequenc| Percent| Valid Cumulative
Percer Percer
Strongly | 5 154 |15.4 15.4
Agree
. |Agree 42 32.5 32.¢ 47.1
Valid Neura |51 39.2 |39. 86.C
Disagre! 17 13.1 13.1 100.(
Total 13C 100.C ]100.(
There is a positive employer perception of graduate
Frequenc| Percent Valid Cumulative
Percer Percer
Strongly Agre'| 14 10.¢ 10.¢ 10.¢
Agree 52 40.C 40.C 50.¢
Neutra 45 34.¢ 34.¢ 85.4
Valid| Disagre: 13 10.C 10.C 95.4
Strongly 6 46 |46 100.0
Disagre:
Total 13C 100.C  [100.(

There are systems for the tracking andecording of the learners
performance and progress,and a timely communication of th¢

same to the learners.

Frequenc| Percent Valid Cumulative
Percer Percer

Strongly Agre | 1 .8 .8 .8
Agree 8 6.2 6.2 6.€
Neutra 55 42.5 42.5 49.2

Valid | Disagre: 47 36.2 36.2 85.4
Strongly 19 146 |14.6 100.0
Disagre:
Total 13C 100.C |100.(
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There are quality assurance mechanisms in place &nsure fair
and reliable assessment of learnergs stated in the institutiong

policy.
Frequenc| Percent Valid Cumulative
Percer Percer
Strongly Agre!| 10 7.7 7.7 7.7
Agree 31 23.¢ 23.€ 31.t
Neutra 38 29.2 29.2 60.¢&

Valid | Disagre: 35 26.€ 26.€ 87.1
Strongly 16 123 |12.3 100.0
Disagre:

Total 13C 100.C 100.(
Learner satisfaction is appropriately measured.
Frequenc| Percent Valid Cumulative
Percer Percer
Strongly Agre|5 3.6 3.6 3.6
Agree 28 21.t 21.t 25.4
Neutra 40 30.¢ 30.¢ 56.2

Valid| Disagre: 46 35.4 35.4 91.t
Strongly 11 85 |85 100.0
Disagre:

Total 13C 100.C  ]100.(

The institution publishes the results of annual sweys o

graduate employment.

Frequenc| Percent Valid Cumulative
Percer Percer

Strongly Agrer| 1 .8 .8 .8
Agree 4 3.1 3.1 3.€
Neutra 37 28.t 28.5 32.5

Valid| Disagre: 68 52.: 52.% 84.¢
Strongly 20 154 |15.4 100.0
Disagre:
Total 13C 100.C |100.(
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The assessment and evaluation system of the instin is
reliable, transparent and ensures integrity.
Frequenc| Percent Valid Cumulative
Percer Percer
Strongly Agre!|44 33.€ 33.€ 33.€
Agree 55 42.7 42.% 76.2
Neutra I 5.4 5.4 81.t
Valid | Disagre: 18 13.¢ 13.¢ 95.4
Strongly 6 46 |46 100.0
Disagre:
Total 13C 100.C |100.(

Table 2 shows that 15 respondents, representirsf/d bf the entire
sample size, strongly agreed that learners havesacto tutors
through a variety of media and locations. Also, r&8pondents,
representing 60%, agree to this assertion, 17 nekgmds representing
13.1% , remain re neutral, while 14 respondentsesgmting 10.8%
disagree, and 6 respondents, representing 4.6%ngbir disagree
with the assertion that learners have access tdutioes through a
variety of media and locations.

The table shows that 6 respondents representirtg 4f6the entire
sample size strongly agree that appropriate suguttfacilities are
provided for learners with specific learning ditflies/special needs.
Also, 42 respondents representing 32.3% agreeigoadsertion, 71
respondents representing 54.6% are neutral, whileespondents
representing 3.8% disagree, and 6 respondentssepineg 4.6%
strongly disagree with the assertion that approgrisupport and
facilities are provided for learners with specifitearning

difficulties/special needs.

The table shows that 31 respondents, represenBii@y@of the entire
sample size, strongly agree that learner suppormphasises the
development of independent learning skills. Alsd, réspondents
representing 56.9% agree to this assertion, 19 onegmts
representing 54.6% are neutral, and 6 respondeptsgenting 4.6%
disagree with the assertion that learner supporphasises the
development of independent learning skills.
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The table shows that 20 respondents, represendidddlof the entire
sample size, strongly agree that staff effectiealy efficiently handle
the learner-support services. Also, 42 respondemiesenting 32.3%
agree to this assertion, 51 respondents repregeB@ii2% are neutral,
while 17 respondentgepresenting 13.1% disagree with the assertion
that staff effectively and efficiently handle theatner-support
services.

The table shows that 14 respondents, represendii@ydlof the entire
sample size, strongly agree that there is a pesi@mployer

perception of graduates. Also, 52 respondents septiang 40% agree
to this assertion, 45 respondents representing@4& neutral, 13
respondentsepresenting 10% disagree and 6 respondents espires

4.6% strongly disagree with the assertion thatethera positive
employer perception of graduates.

The table also shows that 1 respondent represedu@dg of the entire
sample size strongly agrees that there are syd$tamise tracking and
recording of the learners’ performance and prograssl a timely
communication of the same to the learners. Alsoe§pwondents
representing 6.2% agree to this assertion, 55 nekgmds representing
42.3% re neutral, 4ilespondentsepresenting 36.2% disagree and 19
respondents representing 14.6% strongly disagrée tive assertion
that there are systems for the tracking and reogrdf the learners’
performance and progress and a timely communicatidhe same to
the learners.

Furthermore, the table shows that 10 respondegpsesenting 7.7%
of the entire sample size, strongly agree thatethare quality
assurance mechanisms in place to ensure fair éialleeassessment
of learners, as stated in the institutional poligiso, 31 respondents,
representing 23.8% agree to this assertion. 38 onegmts
representing 29.2% are neutral, 8spondentsepresenting 26.9%
disagreed, and 16 respondents representing 12.18#gbt disagree
with the assertion that there are quality assuraneehanisms in
place to ensure fair and reliable assessment nfdemas stated in the
institutional policy.
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The table further shows that 5 respondents, reptiege3.8% of the
entire sample size, strongly agree that learnersfaation is
appropriately measured. Also, 28 respondents reptieg 21.5%
agree to this assertion, 40 respondents repregeddii8% are neutral,
46 respondents representing 35.4% disagree, andeddondents
representing 8.5% strongly disagree with the assethat learner
satisfaction is appropriately measured.

The table also shows that 1 respondent, repregefti®% of the
entire sample size, strongly agrees that the utidit publishes the
results of annual surveys of graduate employmeniso,A 4

respondents representing 3.1% agree with this tamseAgain, 37

respondents representing 28.5% are neutral, 68 omdspts
representing 52.3% disagreed, and 20 respondgresenting 15.4%
strongly disagree with the assertion that the tutbin publishes the
results of annual surveys of graduate employment.

On the last item, Table 2 shows that 44 respondespigesenting
33.8% of the entire sample size strongly agreettteassessment and
evaluation system of the institution is reliablansparent and ensures
integrity. Also, 55 respondents representing 42.8ftee to this
assertion, 7 respondents representing 5.4% areahel® respondents
representing 13.8% disagree, and 6 respondentsseaging 4.6%
strongly disagree with the assertion that the assest and
evaluation system of the institution is reliablansparent and ensures
integrity.

Hol: The design and development of programmes offenreddDL

has no significant influence on students’ satisfamh with ODL

education

To determine whether the design and developmermiragjrammes
have any significant influence on students’ satisfem with ODL

education, regression analysis was conducted. Th&a dor
programme design and development, and studenisfegdion with
ODL education were created by summing the itemsetwh of the
variables to create new data. Findings are predentéhe following
table.
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Table 3.1: Model Summary of Students’ Satisfactiomy Design and
Development of Programmes

Model R R Adjusted R| Std. Error o] Change Statisti Durbin-
Squarg Square the Estimat¢ dfl |df2 | Sig. F | Watson
Chang1
1 J27 | .528  |.52¢4 1.95: 1 12€).00C .76€
a. Predictors: (Constant), Programme Design anclopmen

b. Dependent Variable: Student Satisfac

Table 3.2: ANOVA of Students’ Satisfaction by Desig and Development of
Programmes

Model Sum o| Df Mean Square| F Sig.
Square
Regressio | 545.54. 1 545.54. 143.10: |.00C
1 Residue 487.96t 12¢ 3.81-
Total 1033.50! 12¢

a. Dependent Variable: Student Satisfac
b. Predictors: (Constant), Programme Design anc@ement

Table 3.3: Regression Coefficient of Students’ Safaction by Design an
Development of Programmes

Model Unstandardiseq Standardiseq t Sig.| Correlations
Coefficient: Coefficient:
B Std. Beta Zero-| Partia) Part
Error orde

(Constani -4.07(] 1.592 -2.557.012

Programme

Design an(.989 |.083 727 11.963.00Q.727 |.727 |.727

Developmer

a. Dependent Variable: Student Satisfaction
b. Predictors: (Constant), Programme Design and Devedn

The findings in Tables 3.1 to 3.3 present the tesaf the test of
hypothesis one. In Table 3.1, findings show a matgerdinear
relationship (R= 0.727) between Programme Designd an
Development and students’ satisfaction with ODL cadion. The
adjusted R-square shows that Programme Design awel@ment
account for 52.4% variance in students’ satisfactisith ODL
education.

To determine the overall impact of Programme Designd
Development on students’ satisfaction with ODL eion, the
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findings were subjected to an Analysis of Variaid®OVA) test
where the significance (Sig) or p-value (Sig F=00®f the F-ratio
(F=143.103) was found lesser than the critical ificance at 0.05.
Therefore, it was concluded that the design andeldpment of
programmes offered in NOUN have a significant ieflae on
students’ satisfaction with ODL education. Therefowe reject the
Null hypothesis.

Ho2: Learners’ Support Services have no significamtfluence on

students’ satisfaction with ODL education

To determine whether Learners’ Support Services ehany

significant influence on students’ satisfaction hwi®DL education,
regression analysis was conducted. The data forneesl Support
Services and students’ satisfaction with ODL edooaivere created
by summing the items for each of the variablesreate new data.
Findings are presented in the following:

Table 3.4: Model Summary of Students’ Satisfactiorby Learner Support
Services

Model| R R Adjusted| Std.  Errol Change Statistic | Durbin-
Square | R Squarg of the df1 |df2|Sig. HWatson
Estimate Changt
1 786 .621 .61¢ 1.75( 1 12€|.00C .84¢
a. Predictors: (Constant), Lear Support Service
b. Dependent Variable: Student Satisfac

Table 3.5: ANOVA of Students’ Satisfaction by Learers’ Support Services

Model Sum o| Df Mean Square| F Sig.
Square
Regressio | 641.43! 1 641.43¢ 209.41:].00C°
1 Residug | 392.06! 12¢ 3.06:
Total 1033.50! 12¢

a. Dependent Variable: Student Satisfac

b. Predictors: (Constant), Learner Support Services
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Table 3.6: Regression Coefficient of Students’ Safaction by Learners
Support Services
Model Unstandardisg Standardise t Sig. | Correlations
Coefficient: | Coefficient:
B Std. |Beta Zero- | Partia| Part
Error orde
(Constan{ 1.10( | .962 1.142 |.25¢€
1 Learner
Support |.431 |.030 |.788 14.471.000 |.788 |.788 |.789
Service
a. Dependent Variable: Student Satisfaction

The findings in Tables 3.4 to 3.6 present the tesaf the test of
hypothesis two. In Table 3.4, findings show a matkerlinear
relationship (R=0.788) between Learners SupportviGes and
Students’ satisfaction with ODL education. The athd R-square
showed that Learners’ Support Services accounte@llf@% variance
in students’ satisfaction with ODL education. THere, there is
sufficient evidence to conclude that Learners SupPervices have a
significant influence on students’ satisfactionnm@DL education.

To determine the overall influence of Learners’ Sup Services on
students’ satisfaction with ODL education, the Mgt were
subjected to Analysis of Variance (ANOVA) test whethe
significance (Sig) or p-value (Sig F=0.000b) of tHeratio
(F=209.413) was found to be significant as p-vakes less than
0.05. Therefore, it was concluded that Learnergpdut Services has
a significant influence on students’ satisfactiothwDDL education.
Therefore, the null hypothesis was rejected.

Discussion of Findings

The result of the test of the first hypothesis sbdwhat the design
and development of programmes offered in NOUN havygositive
influence on students’ satisfaction with ODL edumat What this
means is that the quality of programme design aakldpment in
NOUN contributes to students’ satisfaction with OBducation. The
second hypothesis test result showed that the tqualdi learners’
support services put in place in NOUN has a sigaift influence on
the students’ satisfaction with ODL education. Tigling is in line
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with the observation by Nugraheni, Sajati, Yuni&&man & Zuhairi

(2013), that Distance Learning Students (DLS) negboth academic
and social psychological assistance, and thakesksdtaff and external
accreditation are important components of highiguahstitutions.

However, the results showed that more respondastgmted with
the majority of the variables that represented niee support
services.

Conclusion

The rationale of this study was to assess theeantie of elements of
the quality management system on students’ satisfagvith ODL
education programmes of the National Open Unitxersi Nigeria
(NOUN). The result showed that some of the indicatof quality
management system in the ODL system, which weresuned by
programme design and development, and learnerposupervices,
contribute positively to the students’ satisfactwith ODL education
programmes. However, from the findings of thisdgtut is evident
that more than 50% of the respondents disagrebedatct that: (i)
guality assurance mechanisms put in place in NOb#iees fair and
reliable assessment of learners as stated in stieutional policy; (ii)
there are systems for the tracking and recordinghef learners’
performance progress and a timely communicatioth@fsame to the
students; (iii) learner satisfaction is approptat@easured; and (iv),
there are publications of results of annual surveysgraduate
employment of students of NOUN.

Recommendations

The study suggested that, in light of the findinfjshe current study,
(i) National Open University of Nigeria and othastitutions of open
and distance learning should make sure that qualggurance
mechanisms are put in place to ensure fair andhleliassessment of
students, as stated in the institutional policy) {nere should be
systems for the tracking and recording of the lees’nperformance
progress and a timely communication of the santbdastudents; (iii)
learners satisfaction should be appropriately measwand (iv) there
should be publications of results of annual surveysgraduate
employment of students of NOUN.
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