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Abstract

Research into private distance education sector, particularly on student support system, is very
rare in Ethiopian context. The purpose of this study, therefore, was to investigate the practice
and challenges of learner support system in Ethiopian private distance education institutions in
case of Alpha University College Gondar Branch. To this end, mixed research approach was
used. From the total of 253 populations (male=132 and female= 121), 134 (male=68
female=66) sample participants were selected through available sampling technique.
Comprehensive sampling was employed to select center staffs in Alpha University College
Gondar Branch. The relevant data were collected through questionnaire, document analysis and
semi-structured interview. The quantitative data were analyzed using descriptive statistics
(frequency, percentage, mean and standard deviation) and inferential statistics (one sample t-
test, independent samples t- test and one way ANOVA) whereas, the qualitative data were
analyzed through verbal description. Based on the analysis, it was found that learner support
service was not implemented in the expected manner and the learners were dissatisfied by the
services which were delivered by the institution. That is, the implementation of learner support
was minimum and not properly practiced. Appropriate feedback was not provided and various
modes of delivery were not used in the implementation. It was also found that the practice of
learner support was challenged by many factors of which individual related challenges including
expensiveness of communication and travel, work overload of learners, employers challenge to
give leave and conflicting commitments of learners; institutional related challenges including
lack of resources and low commitment of the institution to deliver effective learner support
service and instructional related challenges including inadequate content of instructional
materials and insufficient knowledge of tutors were the most serious ones. Based on those
findings, the institution were not able to implement effective learner support service and
challenges were not taken by the concerned bodies. Hence, some recommendations were
forwarded as a solution for the identified problems.

Key words: learner support, Practice and Challenges
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CHAPTER ONE

INTRODUCTION

1.1. Background of the study

Education provides a foundation for development, the groundwork on which much of the
economic and social well-being is built. No country can achieve sustainable economic
development without substantial investment in human capital (Ozturk, 2001). Education enriches
people’s understanding of themselves and world. It improves the quality of their lives and leads
to broad social benefits to individuals and society. It increases the value and efficiency of their
labor; it helps to raise the poor from poverty and it improves people’s productivity and creativity
and promotes entrepreneurship and technological advances. Moreover it plays a very crucial role

in securing economic and social progress and improving income distribution (Ozturk, 2001).

Education not only improves individual choices available to mankind, but an educated
population provides the type of skilled labor necessary for industrial development and economic
growth (Dreze and Sen 2002).Thus nations work increasing access to education in various ways,
among which open and distance learning is one, to all citizens contributes in developing human
capital which eventually increases gross national product and wealth of a nation (Teshome &

Mohammed 2012).

Distance education has a major and varied impact worldwide. ODL enhance development efforts
in various ways such as by tackling the shortage of trained manpower, facilitating accessibility,
equity and continuity in education and maximizing technical skill, and quality of manpower

(Teshome & Mohammed, 2012).

Both developing and developed countries are using distance education extensively for various
purposes. Because of the increased demand for trained and educated manpower by various
sectors in developing countries, the need to run distance education was widely realized (Tefera,

2010).



Distance education does not have a clear-cut, single definition of its own and different authors
defined distance education differently and their definitions were colored by the authors’
experience and their philosophy of education. But distance education theorist lists the basic
characteristics of distance education and it can encompass most definitions of distance education.
Keegan (1993) characterizes distance education as: it has a semi-permanent separation of teacher
and learner; it is influenced by the educational organization in both the preparation of the
teaching materials and the support of the students; it uses technical media; it is a two-way
process and it has a semi-permanent absence of a learning group. Consequently, this
characteristic appears superfluous to any definition of the concept. Distance education is,
therefore, defined here as those forms of education in which organized learning opportunities are
usually provided through a technical medium to learners who normally study individually, and

removed from the teacher in both time and space (Keegan, 1993).

The concept of distance education has emerged in very early years. It was in the late 1800s, the
first pioneer correspondence programme in the USA was established at the University of
Chicago, in which the student and the teacher were at different locations (Kumari, 2018). In
Europe in the year of 1840, England’s newly established penny post allowed Isaac Pitman to
offer to the students by mailing the texts transcribed into shorthand on postcards, and after-
wards, he was receiving transcriptions from his students in return for correction (Simonson et al.,
2015). It was the first distance course in the modern sense. However correspondence education

has been known for several generations, mainly as part of adult education (Holmberg,1995).

To reflect the development in the field and its longstanding use of audio and newer use of video
media, to span the distance between teacher and learner correspondence education changed its
name in the 1970s to distance education (Evans & Pauling 2021). International Council for
Correspondence Education also changed its name to the International Council for Distance

Education in the year 1982(Kumari, 2018).

In the developed world, distance education presents a very bright and prospective picture for the
twenty-first century and countries like UK, USA, Canada, Germany, France, Japan and Australia
developed a system of distance and open learning which is functioning very effectively in
various forms which are flexible enough to cater to the varied needs of their different learner

clientele (Kumari, 2018).



In Africa the practice of distance education started very late mostly in its traditional form. The
endeavors covered a range of applications from formal degree programmes offered by University
of South Africa (UNISA) from 1946 onwards to a broadly based adult education campaign
conducted by the Institute of Adult Education (University of Tanzania) during the 1960’s
(IGNOU, 2012).

Like any other part of the world distance education in Ethiopia, trace back its origin in the form
of correspondence study. It was initiated in the 1950s with the objective of developing senior
secondary correspondence courses for adults working in various ministries, factories military
organizations through a bilateral agreement of the Ethiopia — USA cooperative education
program and the first implemented by the former Haile Selassie I university from 1968 to 1972

(Aytenfesu, 2008).

A mass of under- educated people, an expanding population, major global crises, and an
expanding knowledge economy all combine to sustain a massive demand for basic, further,
higher, continuing, and lifelong education. This demand cannot be met solely in the world’s
classrooms; even if there were enough classrooms, many people will be unwilling or unable to
attend them to learn (Evans & Pauling 2021). Due to this, today, there are distance education
courses which are being offered by a number of public and private organizations and institutions
as well as schools, colleges, universities, the military and a large number of

corporations(Kumari, 2018).

In recent years as distance education is offered by different institutions and organizations, it is
felt that for the success of any distance education programme, the learner support system is very
important. It is recognized as an integral and important component in distance education. It is
therefore imperative that while providing distance education to the learners, it is to be ensured

that good quality of learning support should be provided to them (Kumari, 2018).

Learner support is a generic term which is applied to the range of services that are developed by
institutions in order to assist their students to meet their learning objectives; to gain the
knowledge, expertise and skills to be successful and complete their course or studies(Arko-

Achemfuor, 2017).



According to Mills (2003) learner support system is designed to help the individual student learn
from the teaching materials may be academic, administrative, or personal, can be provided

through a range of media and by a range of people.

Since distance students do not attend the regular classes in daily base, they need considerable
support. However, one significant challenge facing distance institutions is the provision of
convenient and effective support services for those isolated students (Maeverlyn & Pitanoe,

2001).

Poor national socio-economic infrastructure, insufficient funds, limited use of Information and
Communication Technology (limited usage of mobile phones, devices that didn’t support
internet connectivity and low ICT literacy amongst learners, poor internet connectivity ), lack of
satisfactory expertise and knowledge in distance education by both the academic and support
staff in many universities around the globe and lack of supportive skills by the tutor are a major
challenges that limits the provision of quality learner support services in most of the developing

countries’ open and distance learning institutions (Monyamane & Monyamane , 2020).

As it has been indicated in the sections above, the effectiveness of distance education is largely
depending on the application of effective student support systems and the system is challenged
by different factors. Therefore, the concern of the study is to investigate the practice and
challenges of student support system in private distance education institutions in Ethiopia in case

of Alpha University College Gondar Branch.

Alpha College of Distance Studies (ACDS) is one of the private higher distance education
institutions and it was established by a committed Ethiopian in 1981. The ministry of education
(MoE) recognized the institution originally as institution of National Vocational and Technical
Distance Education enterprise. At that initial stage the training programs were limited in
technical skills like mechanics, wood work electricity and the like and Alpha Education and
Training Share Company (AETSCO) were established in 1994 with the aim of providing quality
education to citizens. Since its establishment, AETSCO has been engaged in accredited distance
higher education programs leading to certificates, diplomas and degrees. Now ACDS has
successfully carried out distance, regular and extension programs in various fields of study

(ACDS, 2010).



1.2. Statement of the Problem
Distance education students needs for a variety of student support services can be well justified.
In the literature on student support, many researchers (Sewart, 1993; Brindley, 1995; Rumble,
2000; Simpson, 2000; Tait, 2003; Mills, 2003 and Kumari, 2018) express their belief that student
support services can personalize and humanize distance education systems and as an integral and

important component in distance education.

According to Mills (2003), one important means of measuring and analyzing the effectiveness
and quality of the learning experience in a distance education system is through the evaluation of
the student support system. Support systems contribute to the process of a course as do the
learning materials and support systems developed in recognition of student needs help the
distance learner become competent and self-confident in learning, social interactions and self-
evaluation (Mowes, 2005). But Usun (2004), observes that the effectiveness of the student

support system in open/distance learning has not been adequately evaluated.

Concerning the issue i.e. student support system few researches were conducted in the world by
different researchers at different parts of the country on similar and different time periods. For
instance Gao (2012) conducted a research in China on the implementation of learner support in
six ICT based institutions and the finding shows that in distance education; institutional support,
peer support, family support and societal support plays different roles in the various aspects of

students learning.

In Africa Musingafi et.al in the year 2015 studied the challenges of open and distance learning
students in case of Zimbabwe Open University. They found that delayed or ineffective feedback,
lack of instructor’s contact and /or inadequate academic support, unhelpful course information
and lack of direction and poor course design /inappropriate learning materials, lost assignments
and test scripts, delayed study materials, administrative service problems, lack of an effective
institutional network of technical assistance, lack of responsiveness from main centre, lack of
students support services in areas of guidance and counseling and inadequate academic support
and administrative services at the coordinating centre affect distance education and distance
learners too. The other researcher Mowes conducted her dissertation on the evaluation of student

support services in open and distance learning at the University of Namibia in the year 2005. The



result shows that inadequate attention to student support services including lack of interactive
telephone and face to face tutorial sessions, lack of approachability of administrative staff, low
quality of feedback on learner’s performance and assignments, inadequate knowledge of tutors
and lack of information and communication technology (ICT) skills among distance learners

affect the learner’s success in distance education institution.

In Ethiopia, Kimo (2006) conducted a research on the evaluation and effectiveness of support
services in teachers college on the area of Oromia region. He identifies major findings such as
unwise use of technological materials, unorganized library and laboratory services, poor service
delivery (orientation, counseling), poor coordination at tutorial centers, and ineffectiveness of
tutorial sessions and non-commitment of tutors on distance teaching affects the success of
learners. However, the study is limited on teachers training under the project and did not
examine the implementation of learner support system in other private higher education

institutions.

Tsegaye (2014), conducted a research on the implementation of learner support services in alpha
and select secondary level distance education centers. This study mainly focused on the support
services the institution delivered for learners and the learner’s awareness toward the student
support system. The study is limited to identify the challenges that hinder the proper

implementation of student support system in the selected institutions.

Tefera (2010), also conducted his thesis on the effectiveness of tutorial program in Alpha and
Admas university colleges. However, the study focuses on only one single aspect of student
support service (tutorial program) and limited to address other support services like

administrative and other Academic supports.

In public distance education institution Megerssa (2019), studied the practices and challenges of
distance education in Bahir-Dar university. To some extent it assesses the support services in the
university. The study is concerned on distance education in general and not specific in student
support service and geographically the research is focused up on one public distance education
institution which is Bahir-Dar University. Methodologically the research is limited to employ
multiple statistical tools to analyze demographic factors with the practice and challenges and it is

analyzed by using one statistical tool.



Thus, the implementation of a student support system in private higher education institutions is
regarded as crucial in order to facilitate the full development of each student and to ensure
success in the learning process. Concisely, there are a number of researches conducted on the
issue; however, it is hard to find research that mainly focuses on the practice and challenges of
student support service in distance education institutions. Some researches emphasized only on
the implementation of student support systems and others focused up on the single issue in
student support system like that of tutorial service. Thus the previous researches are limited to
address all issues in student support system including academic and administrative services
which are essential components in distance education institutions. Therefore; the situation
becomes a good rational ground for the researcher to decide conducting the study on the practice
and challenges of student support in Ethiopian private higher distance education institutions in
the selected university college. It is hoped that this study will help to fill the gap in the limited

information available regarding the topic under investigation.

1.3. Research questions

The following research questions were raised to be addressed by the research finding:

1. How student support service is implemented in the selected institution vis-a-vis the
expectations in the literature?

2. To what extent learners are satisfied by the student support system delivered by the
institution?

3. What are the challenges that institutions and learners encounter during the implementation of
student support?

4. Is there a significant difference among learners on the practice and challenges of student
support based on their sex, age, place of residence, marital status, educational background

and income level?

1.4. Objectives of the Study

1.4.1. General Objective of the Study
The overarching purpose of this study is to investigate the overall practice and challenges of
student support system in Ethiopian private distance education institutions particularly in Alpha

University College Gondar Branch.



1.4.2. Specific Objectives of the Study

The specific objectives of the study were aimed:

1. To examine the implementation of student support system services in the selected institution
2. To examine learners satisfaction regarding with the student support system
3. To identify the major challenges to implement student support system in distance education

institutions

1.5. Significance of the Study

The finding of the study among others, shows that the evaluation of current practices and
challenges of student support service system in distance education institutions which have an
implication for policy and curriculum designers, decision makers, and implementers in the field
of distance education to know the status and make the program effective by implementing
effective student support mechanisms to overcome the challenges and to develop quality
assurance framework/policy in distance education program. It would be beneficial for distance
education institutions in the sense that it would clearly show their practical implementation of
student support and the challenges they faced. Learners would be benefited from the proper
implementation of student support by the institution. Education leaders would be benefited from
the result of the research finding which would give clear picture about distance education
institutions student support system and the practice and challenge so that they can get an
opportunity to strengthen good practices and to improve poor performance thereby distance
education institutions be able to succeed in realizing their mission through producing all rounded
students and from this, learners also would gain an advantage from their better performance. In
addition, the research finding would serve as source of information for other researchers who are

interested to conduct a more detail investigation on the area either in breadth or width.

1.6. Delimitation of the Study

The finding of the study would be more relevant if the scope of the study covers all distance
education institutions (secondary and higher distance education of both the government and the
private) in Ethiopia. But, due to different constraints including time and budget limits, the study
was geographically delimited only on private distance education institutions particularly in

Alpha University College Gondar branch. Conceptually, the study was delimited to investigate



the practical implementation and challenges of student support system under the selected
institution. The practices of the program were assessed in terms of the two broader support
services which are; administrative support services (supporting learners during their application,
registration, exam and tutorial sessions by giving adequate information and facilitating
situations, distributing course materials and giving the counseling service in different academic
and non-academic issues) and academic student support services (in time tutorial service,
feedback, assignment and library services). The support services implementation was assessed
respecting with their frequency of implementation, providers of those support services and
modes of delivery to address both academic and administrative support services. In addition to
the support services implemented in the studied institution the research also assesses the
learner’s satisfaction regarding with the support services they have got from the institution.
Finally, the research also covers the challenges which hamper the implementation of student
support system including learner related, institutional and instructional related challenges.
Methodologically, the study was delimited to apply descriptive survey design supported with

mixed research approaches.

1.7. Operational definition of basic terms

« Distance learners: learners who pursue their degree program through distance mode of
study in Alpha University College.

% Student support service: refers the student support system with the aim of facilitating
students learning including academic and administrative services.

< Practice of student support: refers the overall implementation of student support with
respect to its mode of delivery, level of frequency and support service providers.

% Challenges of student support: refers factors that hinder/limit the implementation process

of student support in the studied institution.

1.8. Organization of the study

This study was organized with five chapters. The first chapter deals about the introductory part in
general and about background of the study, statement of the problem, significance, scope,
limitation and definition of important terms in particular. Review of related literature which is

organized to present the conceptual frame work for the study is treated in the second chapter.
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Chapter three is all about the methodological aspects of the study and chapter four is concerned
with the analysis data and result discussion on important issues. In the last but not the least
chapter, summary of findings, conclusions and recommendations of the study are included.

Besides those major chapters, the preliminary sections are also part of this paper.
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CHAPTER TWO

REVIEW OF RELATED LITERATURE

2.1- Concept of distance education

Before writing about student support in distance education, one first must have an understanding
of the question: What distance education is? To say that this is a “loaded” question is an
understatement, because there is not one clear-cut answer that is universally accepted. As
mentioned by different authors, the word “distance’” has multiple meanings...the term, ‘distance
education’ has been applied to a tremendous variety of programs serving numerous audiences via

a wide variety of media ( Sewart, 2006, Phillips, 2003, Holmberg, 1995).

Johnson(2003), defined distance education simply as a form of education in which learner and
instructor are separate during the majority of instruction and it usually implies the presence of an
institution that plans curriculum and provides resources and services for its students. The other
author (Daniel,1997) defines distance education as the offering of educational programs designed
to facilitate a learning strategy which does not depend on day-to-day contact teaching but makes

best use of the potential of students to study on their own.

Rumble (1989), also offered a definition of distance education. He noted that, in any distance
education process, there must be: a teacher; one or more students; a course or curriculum that the
teacher is capable of teaching and the student is trying to learn; and a contract, implicit or
explicit, between the student and the teacher or the institution employing the teacher that

acknowledges their respective teaching/learning roles.

Distance education is any educational process in which all or most of the teaching is
conducted by someone removed in space and/or time from the learner, with the effect that
all or most of the communication between teachers and learners is through an artificial

medium, either electronic or print (UNESCO, 2002 p.22).

As it is a generic term “distance education” encompasses many different terms such as,
correspondence study, home study, independent study, external study, distance learning, distance

instruction and distance teaching, although the terms are not synonymous (Keegan, 2001).
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According to (Simonson et al., 2015), there are four components in the definition of distance
education: first, distance education is carried out through institutions and it is not self-study,
second, geographic separation is inherent in distance learning, and time might also separate
students and teachers, third, interactive telecommunications connected the learning group with
each other and with the teacher and finally, distance education, like any education, established a
learning group, sometimes called a learning community, which might composed of students, a

teacher, and instructional resources.

In the separation of the teacher and learner and the general characteristics of distance education
necessitate the provision of an effective learning support system for learners(Tefera,
2010).Distance education institutions employ a variety methods of learning support system, such
as residential courses, regional courses, face-to-face tutorials, guided study groups, mediated
tutorials, computer mediated communications, internet, and web-based services, depending on
the availability of resources and the students® needs, and the institution‘s capacities (Holmberg,

1995).

2.2- Theoretical underpinnings of distance education

Holmberg suggested that distance education has been characterized by a trial-and- error approach
with little consideration being given to a theoretical basis for decision making. He suggested that
the theoretical underpinnings of distance education are fragile(Simonson, Smaldino and Zvacek,

2015).

The design, development and provision of learning support system for distance students is based
on the foundation and theories of distance education (Tefera, 2010). In distance education there
are five theories which have been widely referred to during the past few decades, and until today

they remain relevant as underlying principles of distance education practice.

2.2.1- Theories of autonomy and independence

These contributions come mainly from the late 1960s and early 1970s and the major

representatives are Charles A. Wedemeyer and Michael G. Moore. They point out that the
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independent learning of a learner is the essential component of distance learning, featured with

self- directed learning and self-regulation (Gao, 2012).

Theories of autonomy and independence lay the basic foundation of distance education practice.
Independent study is an effort to organize instruction so that greater freedom in learning is
possible for learners. It enables learners to carry out learning tasks and responsibilities on their
own pacing and patterns, provide learners with opportunities to continue learning in their own

environments, and develop learners the capacity to carry on self-directed learning (Tefera, 2010).

Wedemeyer noted four elements of every teaching/learning situation: a teacher, a learner or
learners, a communications system or mode, and something to be taught or learned. He also
proposed a reorganization of these elements that would accommodate physical space and allow
greater learner freedom. Key to the success of distance education, Wedemeyer believed, was the

development of the relationship between student and teacher (Simonson et al., 2015).

As Moore’s view of theory of learner’s autonomy, he examines two variables in distance
education programs: the amount of learner autonomy and the distance between teacher and
learner. In his point of view there is a gap between teacher and student, so the student must
accept a high degree of responsibility for the conduct of the learning program. The autonomous
learner needs little help from the teacher, so that communication is mediated(Simonson et al.,

2015).

2.2.2- Theory of Industrialization-Otto Peters

Otto Peters of Germany developed a view of distance education as an industrialized form of
teaching and learning. He propose the idea that distance education could be analyzed by
comparing it with the industrial production of goods(Simonson et al., 2015). Peters argued that
for distance teaching to become effective, the principle of the division of labor is a constituent
element of distance teaching. The teaching process in the theory of industrialization is gradually

restructured through increasing mechanization and automation.

Otto Peters predicts that it would develop into a post-industrial style, in which students are

treated as clients and provided with the commercialized services. According to his ideal, distance
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education should be an independent, self-study, enhanced with social intercourse, within a non-

formal and individually controlled manner (Garrison & Baynton, 2013).

2.2.3- Theory of guided didactic conversation-Borge Holmberg

It is called Holmbergs theory of distance education. The theory views that distance education
should be embedded in friendly conversation and fostered by well-developed self-instructional
materials resulting in feelings of personal relation ... intellectual pleasure and study motivation
(Holmberg, 1995). The conversation refers to both real and simulated conversations. For
achieving simulated conversations, the course developers should produce well- written materials
for creating the simulated conversation (Garrison, 1989). From his assumptions, Holmberg
formed his theory that distance teaching will support student motivation, promote learning
pleasure, and make the study relevant to the individual learner and his or her needs, creating
feelings of rapport between the learner and the distance education institution (its tutors,
counselors, etc.); facilitating access to course content; engaging the learner in activities,
discussions, and decisions; and generally catering to helpful real and simulated communication
to and from the learner(Simonson et al., 2015). In this theory distance education serves
individual learners who cannot or do not want to make use of face-to-face teaching and it needs
support service to enable learners to achieve their learning objective. Thus this theory is a base

for this study.

2.2.4- Theory of transactional distance

Moore 1983, as cited in IGNOU (2012) introduced the expression transactional distance ‘which
defines the nature and degree of separation of teacher and learner in educational process. The
transactional distance is a function of two variables called ‘dialogue ‘and ‘Structure‘. Dialogue
describes the extent to which, in any educational program, learner and educator are able to
respond to each other. This is determined by the content or subject matter which is studied, by
the educational philosophy of the educator, by the personalities of educator and learner, and by

environmental factors, the most important of which is the medium of communication.

Thus, the greater the transactional distance then lower the level of structure and dialogue and

vice versa. Starting from this, he added on another variable or dimension learner autonomy. In
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addition, the extent of a learner‘s responsibility for his or her own distance learning is in

proportion to the degree of the transactional distance (Gao, 2012).

In the context of learner support system transactional presence deals with the way distance
learners are afforded the support services they need, such as the tutoring and mediated programs
that enable them to perform and realize their academic goals (Arko-Achemfuor, 2017).
Transactional presence as the degree to which learners sense the availability and connectedness
with an ODL institution and its staff, learning centre coordinators, tutors, peer learners and
significant others. In the ODL context, tutors, faculty, administrative and other resources are key
to students’ success. The availability of such services has the potential of enabling learning

transactions that satisfy learners’ academic needs.

2.2.5- Theories of interaction and communication

Theories of interaction and communication were formulated by B&ath (1982), Daniel and
Marquis (1979). According to this theory the continuous interaction between the students on the
one hand and on the other hand the tutors and counselors and other representatives of the
institution administering the study program is seen as a kind of conversation. In this theory all
learning involves interaction, that is, activities where the student is in two-way contact with
another person involving reactions and responses which are specific to the two party‘s requests.
Interaction includes activities such as counseling, tutoring and contacting students; teaching over
interactive telecommunication; bringing students together into discussion groups; and engaging

in residential gatherings(Aoki, 2012).

2.3- Distance education in Ethiopia

Like any other part of the world distance education in Ethiopia, trace back its origin in the form
of correspondence study. In Ethiopia, initially most correspondence courses under taken by
Ethiopians were administered by foreign institutions. British correspondence schools were
preferred and more popular because they prepared students for London matriculation, which was
later replaced by Ethiopian school learning certificate examination(Karanja, 1997). In 1970, the
MOE created an Extension Division, which was, renamed Distance Education Unit of the Mass

media Department. Today, this unit is still functional providing secondary-school-level
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correspondence education to learners such as unqualified teachers and school dropouts as well as

learners in national defense, the police force and the merchant class(IGNOU, 2012).

After some years of interruption in 1976, the program was transferred to the department of adult
and continuing education of the MOE and teaching began in 1978. Since 1978, the distance
education division has been working out correspondence courses on senior secondary level from

grade 9-12 (Flinck cited in Aytenfsu, 2008).

2.3.1- Private higher education institutions in Ethiopia

The widespread emergence and development of Private Higher Education Institutions (PHEISs) in
Ethiopia is a recent phenomenon. Among other things, this is the result of the fact that
government higher education institutions alone could not absorb the high educational demand
from the society. Many countries of the world, both developed and developing, have never been
successful in responding to the educational demand of the public through conventional
institutions alone-institutions established on the basis of the customary classroom teacher-student
interactions mode. Their educational history shows that they are extensively using other
alternatives chief among which is the introduction of distance mode of education into their

educational system (Getachew, 2003).

Many private higher educational institutions have been established and provided higher
education level including degree and diploma since the introduction of the Education and
Training Policy of the country and they are playing their part in producing skilled manpower that
can be employed in different organizations at different capacities (Getachew, 2003). There is also
the beginning at masters ‘level. In fact most of the masters ‘level programs are given in
cooperation with foreign institutions. Some examples in this respect include the cooperation
between St. Merry University College and Indra Gandhi Open University and Addis Ababa
Commercial College and UK Open University. University of South Africa (UNISA) has also
opened a distance education campus in Addis Ababa and started offering programs at second
degree level(Tsegaye, 2014). In addition, private educational institutions like AUC, Jigdan
University College, and Yom, Admas University College and Select distance education centers
and few others are emerging to provide distance education program to the tertiary and secondary

distance learners.
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2.4- Concept of student support/learner support

Self or independent study is one of the main features of distance education which distinguishes it
from face-to-face instruction. For realizing success of distance education programmes, the
distance education universities and/or institutions facilitate their learners by extending necessary
facilities and services to create interest and motivation among them(Phillips, 2003). Such
services and facilities which support distance learners to continue and complete their courses
and/or programmes successfully are called learner support services (or student support services
which is a widely used and familiar term in distance education) and consist of different facilities
and activities which make instructional process easier and more interesting for them (Hussian,

2018).

In distance education, student support services are described differently by different authors
(Krishnan, 2012; Tait, 2000; Arko-Achemfuor, 2017; Simpson, 2000; Thorpe, 2002).
Nonetheless, the sense that these definitions give is that student support services are activities

that are meant to assist students to perform well in their studies.

As Mays, 2000 cited in Arko-Achemfuor (2017) student support system refers to the entire range
of methods and strategies employed in the presentation and delivery of courses aimed at assisting
and enabling learners to comprehend fully, assimilate and master the skills and knowledge

needed to achieve success in their studies.

Student support service is the most important factor for the successful learning in distance
education. This element of distance learning is a large and important component of instruction,
and must be considered as one of the ingredients in planning the technology mixture(Tefera,
2010).Learning support enhances the supportive functions during-the actual process of learning,

helping students to act for their best.

In recent decades, learner support in distance education draws more and more attention, and is
regarded as-a theme of core importance to open and distance learning at the present time (Tait,
2003). The function of learner support services in reducing rate of dropout, increasing retention
and improving the quality of learning has been recognized (Gao, 2012). Tait (2003) perceives

learner support as-the range of activities which complement the mass-produced materials or
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learning resources that are uniform for all learners, and which are often perceived as the major
offering of institutions using ODL. In this way, he categorizes learner support into cognitive,
affective and systemic support, according to the primary functions: establishing administrative
processes and information management systems that are effective, transparent and overall

student-friendly.

2.4.1- Types of student support system

There have been various arguments and understandings of the concept of learner support. Some
researchers such as Garrison, Simpson, Johnson, and Tait divided or categorized learner support

into two or three parts or functions.

According to Johnson 2003, Student support services are divided into three categories:
administrative services, services for students taking courses, and special services. Within the
three categories different student support service systems are included. For instance
administrative service includes information for prospective students, Recruitment, a
comprehensive electronic information system or web site application for admission, financial
aid, placement testing, registration, orientation services and academic advising. Services for
students taking courses include: the course web site, course syllabus, faculty office hours, grades,
examination procedures, technical support services, library services, bookstore services and
services to promote a sense of community. In the last special services include: career services,
services for students with disabilities, personal counseling, instructional support and tutoring

(Johnson, 2003).

From another point of view (Garrison, 1989) considers learner support as-a range of human and

non- human resources that helps students to finish and pass their-educational transaction.

The forms of learning support services to distance students can be categorized academic and
non-academic support. Generally, academic support is provided to facilitate the development of
cognitive, knowledge and learning skills aspects of the course. The non-academic support is
provided to help the development of students ‘affective areas, advising and the administrative
assistance to facilitate the students‘ learning process (as TOJDE 2007, cited by Tefera,2010).

With the same manner as to common wealth of nations and Asian development bank training Kit
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1999, learner support services are divided in to two categories. The first one is Instructional
support which mainly providing tuition and academic advice. The second category is non-
instructional support though less visible than instructional support and less central to the actual
process of learning, non-instructional support is vital to the smooth operation of distance learning
and must be integrated with instructional support. It includes admissions and registration
(marketing; facilitating applications; making offers; registering learners; and matching learners
appropriately with courses by level, subject, and so on), counseling (learner problems including
financial difficulties; family problems; difficulty in maintaining motivation; problems in finding
sufficient time to study; balancing conflicting commitments; and physical difficulties or barriers,
including limited mobility, hearing, or sight impairment), administrative support ( the office
hours; the best times to call for advice; any days when the office is closed; the name of the
learner’s tutor; how to contact the tutor; who to write to or telephone about different matters;
deadlines for sending in tutor-marked assignments; and dates of examinations), Library services
(circulating books and other resources from the institution’s own library by post, providing
copies of reference books and other resources in the access centers; providing mobile libraries,
usually buses, which are fitted out with shelves and books and which travel from community to
community; making arrangements for learners to have access to the libraries of institutions or
agencies in their local area such as schools and colleges; encouraging learners to apply for
reading or borrowing privileges at local libraries; for example, the British Council has libraries in
major cities throughout the world; and training learners in how to find, select, and download
resources from the Internet and in particular the World Wide Web.), Finance (scholarship and
bursary funds, which entails fundraising as a function)(Asian Development Bank and Common

Wealth of Nations, 1999).

Similarly according to Hussian 2018, there are two broader areas of student or learner support
services: firstly, the academic services which include tutorial support services. These facilitate
students in the areas of cognition including intellectual development and knowledge building
regarding particular course or courses. Secondly, there are non-academic or counseling services
which support distance learners in affective domain and organizational aspects of their studies

(Hussian, 2018).

In general the learner support can be divided into two areas:
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1. Academic support services

2. Non-academic support/administrative support

2.4.1.1- Academic support services

The academic support is provided through teachers, counselors, tutors and distance education
facilitators who facilitate the learners to enable them to solve their academic problems. As
Simpson 2000 cited in Kumari (2018), distance education deals with supporting the students to
solve their problems or issues related to cognitive, intellectual domain which can be the outcome
of pursuing their course or courses of studies. These issues or problems might be related to the
development of learning skills, knowledge and literacy. With the technological advancement,
comprehensive support is provided to the learners, besides the traditional technologies such as
print material, broadcast television and radio. In this way, new technology enhances the
comprehension of the subject matter and also brings the qualitative teaching and learning
support. In this way, these facilities include various interactive multimedia, computer-based
learning packages, use of audio and video tapes, audio and video teleconferencing and video on

demand (Kumari, 2018).

Students who do not come to the campus need access to academic advisory services. Student
contact with trained academic advisors is crucial because both the students and the credit-
granting institution need to be confident that information given to students is appropriate and
accurate. Advising can be accomplished by telephone or e-mail, or by providing periodic on-site

advice at off-campus location (Usun, 2004).

The academic counselors provide different kinds of academic support at the initial stage of
studies, during the course of studies when the learners are pursuing the different programmes and
also when they have completed their studies. This type of help is provided to the learners in the
learner support centers as well as in the laboratories/workshops, the Sunday/holiday classes,
extended contact programmes, summer/winter schools, etc. Tutorials are also organized with the

help of local area networking through ICT (Kumari, 2018).
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2.4.1.1.1- Tutoring

According to Hussien 2018, tutor and tutorials are regarded as the backbone of distance
education system. A tutor provides continuous guidance to distance learners on how to study the
self-instructional material, how to prepare assignments and how to prepare for getting through
the examination. Guidance is provided through correspondence, personal visits of learners to
study centers and/or to the tutors for face-to-face individual or group tutorials. The tutorials are
organized by the respective regional offices at a study centre in evening or afternoon hours

(Hussian, 2018).

Tutors facilitate and guide the learning of their students so that the students gain knowledge and
understanding. To achieve this, tutors develop and practice a multitude of skills and strategies. It
is arguable that these skills are no different to those employed by teachers in contiguous

environments, and this may well be true (Lentell, 2003).

The programme expects students to have worked through a particular section of the course by
doing the in-text tasks, and that they come to the tutorial ready to articulate their learning, and to
apply it to different scenarios. Tutors are not expected to lecture the course material, but to
facilitate various activities which provide opportunities for students to articulate their

understanding and discuss issues with other students (Ukpo, 2006).

( Mills, 2003) indicated that tutorials and support services are important in answering the many
needs students may have in distance education. Effective distance learning programs depend
upon the good learning materials, effective student support and efficient logistics. Study
materials must be distributed in a timely fashion, feedback on student performance should be

communicated without delay in order to sustain student motivation and guide learning.

The crucial relationship for the student is that with their tutor who is there as an academic guide
throughout the course. The tutor marks the student’s assignments; offers correspondence
teaching on the script as well as assessment; offers help and support by telephone and
correspondence both written and electronic; and runs face-to-face group tutorials, which students
are encouraged, but not compelled, to attend. Behind the tutor there is a raft of staff who gives

academic, personal and administrative support, again by telephone, correspondence, and email or
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via face-to-face meetings. Support materials and events, like learning skills workshops, are
available and students are encouraged to make use of them. This support system has been in
place from the start, but has been developed so as to be delivered by an increasing range of

methods and technologies(Johnson & Barrett, 2003).

Early forms of student support were usually course-content based. The tutor became the human
interface between the learner and the course package. Instructional support helped to personalize
and humanize an essentially industrial model of education, the main feature of which was the
mass production of instructional materials that could be efficiently disseminated to large
numbers of students. As open and distance learning systems became a more common way for
people to gain access to formal education, concern about learner success grew, along with

interest in how it might be promoted (Brindley, 1995).

Tutorial methods allow learners and tutors to interact, so learners can benefit from the advice of
tutors and get the most from their materials. At a minimum, in all learning systems ways have to
be found to inform learners of who is their tutor; to inform tutors of who their learners are; and to

enable learners and tutors to communicate (Common Wealth of Nations, 1999).

In distance education there are three different types of tutoring to be considered, namely the one
actually provided at a distance (by some kind of correspondence or over the telephone), the one
offered in recurrent, more or less regular personal consultations or tutorials supplementing
distance study, for instance in regional study centers, and finally tutoring at concentrated
residential refresher courses. Tutoring at a distance is by far the most important form of tutoring
activity in distance education. It derives its particular importance from the fact that it is a basic
component of the system of distance education whereas all kinds of contact with tutors
physically present are contingent on special conditions (Holmberg, 1985). In case many students
cannot or do not want to use their time for face-to-face sessions as long as they manage by means
of non-contiguous communication. They prefer phoning (or writing to) their tutor to travelling,

perhaps for an hour or more by car or train, to a tutorial(Gao, 2012).

As Lentell’s view point tutoring is an undervalued activity in distance education. In most

distance education provision tutors occupy a second class position and are on the periphery of
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the academy, and this is true even when they may be prestigious academics elsewhere. This
lowly status stems from the lack of significance attributed to teaching and supporting learning by
academic staff in universities: research counts for much more. The employment position of tutors
in most distance education provision part time and paid on some form of piece-work system
gives them the precarious status of casual session staff. Inevitably the university committees and

decision-making processes privilege those with permanent, full-time status (Lentell, 2003).

2.4.1.1.2-  Assignments

According to Hussian, 2018 Assignment is an important feature of distance education. Writing
an assignment develops creativity, critical thinking and analytical approach among students.
There are certain compulsory assignments for each of the courses which a distance learner has to
write and submit to the respective tutor according to the schedule. Generally, as a requirement,
the learners have to submit two or four assignments according to the nature of the course. The
tutor assesses the assignments, writes comments and sends back to the students. It is a type of
formative assessment of distances for learners to record their performance continuously. The

cumulative scores of assignments are credited to final evaluation of the learners (Hussian, 2018).

2.4.1.2- Non-academic support/administrative support

In distance education system, the second category of student support system is non-academic
support, and it means other than the academic support (Kumari, 2018). This student support
deals in terms of the organizational aspects of their studies. There are various examples given by
which we can understand the type of support given to the learners; these are counseling services,
course registration, orientation programmes, news bulletin and the student’s association. The
learner support system is an important service in distance education because through this support
which is provided to the learners by educational institution because of the characteristics of
distance learners, as these learners are isolated from their teachers as well as peer groups and
also come from diverse backgrounds, for example, economic, social educational and
occupational (Kumari, 2018).The provision of such an educational support to the learners

ensures to facilitate easy communication between the teacher and the taught as well as academic
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and other supporting staff like administrators which cater the administrative needs of the students

(as Kember and Dekkers cited in Kumari, 2018).

Administrative support can be provided by making the use of technology like emails, sending
messages to the learners or uploading the information on websites or passing it through
newsletters, newspapers, radio, television, mobile, teleconferencing or through regional centers

or learner support centers (Kumari, 2018).

2.4.1.2.1- Counseling

Counseling has been described as a ‘systematic exploration of self and/ or environment by a
client with the aid of a counselor to clarify self- understanding and/or environmental alternatives
so that behavior modifications or decisions are made on the basis of greater cognitive and
affective understanding’ (Pratt, 2010). From the counselor’s point of view, Sewart divides the
counseling function into four different groups of tasks: referral (to the proper agency), vocational
(career planning), information provision, and coping with students’ personal study

problems(Sewart, 1993).

Counseling is very much necessary in distance education system. The isolated distance learners
always need the opportunity of face-to-face meeting with their peer groups and teachers.
Counseling sessions are one of the best channels through which the learners interact freely with
the counselors and peers and solve majority of their problems. It is, therefore, imperative on the
part of distance education institutions to see that counseling classes are organized systematically
and good counselors are entrusted with this noble cause. This will bring motivation to a great

extent and help to satisfy the very purpose of distance education (Kumari, 2018).

There is much experience to show the importance of counseling services both of the types
mentioned and frequently in the form of moral encouragement. Students need information about

the paths of study that interests them, where they lead, and what they are like (Holmberg, 1985).

Learner problems that require referral to counselors include: financial difficulties; family
problems; difficulty in maintaining motivation; problems in finding sufficient time to study;
balancing conflicting commitments; and physical difficulties or barriers, including limited

mobility, hearing, or sight impairment (Common Wealth of Nations, 1999).
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In many cases they also wish to have access to personal advice both before their study decision
and during their studies. The fact that distance students are usually on their own in their study,
with the anxiety and problems that they encounter, makes it important for distance-teaching
organizations to find ways to offer counseling service. As a rule, students are adults who have a
job, social responsibilities, and often a family. A number of everyday circumstances influence
their study. Many of them may need help to master difficulties that crop up as a result of their
endeavors to combine study with their other commitments. Combinations of study difficulties
and personal problems sometimes become so considerable that psychotherapeutic advice is
necessary. Few distance-study organizations, unlike many conventional universities, are

equipped to deal with difficulties of this kind (Holmberg, 1985).

Counseling includes supporting study skills which is helping students to develop effective study
skills. A number of rules have been worded for what is sometimes called study technique. One
rule of this kind tells students to read with pencils in their hands, to underline what seems
important, to list key words, etc. This applies on condition that students are deep- level readers.
The general rules that are frequently given about hygienic conditions for learning, for example
requirements for sufficient sleep and exercise, healthy food, and fresh air, as well as reasonably

undisturbed study (not too much noise, say) are uncontroversial (Holmberg, 1985).

Counseling is usually provided by correspondence, on the telephone and, where possible, faces-
to-face. The telephone plays a particularly important part in counseling at a distance. Proper
advice must be based on knowledge not only of study paths and study methods but also of
students’ prerequisites, their formal and informal but real qualifications, and their hopes and
wishes. In fact, counseling presentations in print, which inform would-be students (making them
realize what their study situation, requirements, benefits, advantages, and problems are likely to
be, if and when they register), have proved to be very valuable. There is much experience

testifying to this in all parts of the world (Rumble, 2000).

In the field of teaching and learning process, motivation is one of the most important factors. As
the distance learners are generally the adult learners and they are simultaneously engaged in
various social and other economic activities while pursuing their studies. It is very difficult for
them to sustain motivation for completion of their studies. But with lots of efforts and proper

counseling, the motivation level of these learners can be restored. Without motivation, nobody



26

would like to spend their money and time to be successful in their studies. It is only the
motivation by which the learners develop their interest to complete the programme. Motivation
from distance teachers, tutors and counselors at various stages helps the learners overcome their

difficulties and give up the idea of dropping out from the programme (Kumari, 2018).

On the other hand according to Tait (2000) in distance education student support services are a
three-part system which namely are cognitive: services that cater for learning (academic) needs.
These involve tutoring and assessment, affective: Services that cater for social and emotional

needs and administrative: services involving the administration of the distance education system.

1. Cognitive: supporting and developing learning through the mediation of the
standard and uniform elements of course materials and learning resources for
individual students;

2. Affective: providing an environment which supports students creates commitment
and enhances self-esteem;

3. Systemic: establishing administrative processes and information management

systems which are effective, transparent and overall student-friendly.

These functions are both essential and interdependent. It can be argued that student support is
primarily seen as to do with administrative process, often from the perspective of efficiency. But
where this limited view governs, there will be a diminishment in the second function, relating to
the extent to which a student feels committed and comfortable with the institution, and drop-out
is more likely to occur. Equally however, an institution where administrative procedures or
information management are ineffective, for example not being timely, or being obstructive
through admitting no leeway or exceptions, then students will be pushed out. What is less often
recognized is the cognitive function of student support, certainly where these services include
tutoring and assessment. Such an understanding of the role of student support comes primarily
out of social constructivist ideas that knowledge is in a real sense made and re-made by
participation in learning. Where the support of students mediates teaching embodied in
courseware, then it clearly relates to learning, and thus to cognitive outcomes. They also thus
relate to the objectives of providing an environment where students feel at home, where they feel
valued, and which they find manageable. In this way we can see that the three core functions are

truly inter- related and interdependent (Tait, 2000).



Information
dissemination

Support to admission
and registration

Tutorial

Module
distribution

A

<«

A

Administrative support
services

Services

Student Support

— >

y

}/

Consultation

A

27

Dropout
orientation

Family

Financial
difficulties

problems

Academic Support

Services

Conflicting
commitments

Library

Assignments

Feedback

Figure 1- Conceptual framework of the study

Source- researcher’s own conceptual frame work based on reading of literatures




28

2.5- Stages of student support in distance education

2.5.1- Support Services at Pre-admission or Pre-entry Stage

The pre-admission or pre-entry student support services facilitate prospective or potential
learners and attract them to getting into the varsity. At pre-admission level, the potential learners
need information on or about different programmes and/or courses offered by the distance
education institution. They also want to know admission criteria, instructional and assessment
processes, fees and dues, programme duration, etc. They need guidance on selection of academic
programme (s) suitable for them and their career in future. The potential learners need a mix of
information, advice and counseling services to getting into distance education university or

institution (Hussian, 2018).

Accuracy and timely supply of information about the course and programme at the initial stage
would help the learners decide about their strategies of learning. Timely admission, timely
dispatch of study material, dispatch of counseling schedule and assignments submission schedule
instill confidence in the learners and inspire them to study hard. If these services are not properly

monitored, the students face difficulty and their performance level gets affected (Kumari, 2018).

Course choice is a critical process for the student and much of the Open University’s advice and
guidance is geared to helping students make the right choice. The consequence of such choice,
however, means that not all students choose appropriately and sometimes find themselves on
courses for which they do not have the prerequisite knowledge and skills. The Open University
therefore provides preparatory advice and activities and a good deal of on course support in order

to help students develop the necessary skills (Johnson & Barrett, 2003).

2.5.2- Support Services at Programme and/or Course Stage

This stage begins when a potential learner becomes formally a distance learner by getting
admission in a certain programme or course(s). On completion of admission process, the
correspondence study materials along with questions for assignments and guidelines for studying
the materials and completing and submitting assignments are dispatched to the learners on their

given addresses. As it is a self, independent and individualized study, therefore, at some point
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during the study a distance learner may feel isolated and less motivated which may lead him/her
to drop out. Some personal and non-academic problems may also arise from the situation and
need facilitation. All such issues can be addressed through student support services (Hussian,

2018).

2.5.3- Support Services at Post-programme and/or Course Stage

This stage comes when a distance learner completes all requirements of the programme and/or
course(s). At this stage, the learners need communication of final result, advice regarding and
future prospects, and guidance and counseling on their future education or profession (Hussian,

2018).

2.6. Why student support?

In order to attract and retain students in today’s competitive higher education system, academic
institutions around the globe are devising innovative approaches to better support their students
and to prevent attrition that has been reported in related studies to be worse off in ODL
environments (Netanda et al., 2017). For instance, as (Netanda et al., 2017 cited in Tello 2018)
attrition of students from face-to-face higher education institutions and that of ODL institutions
and divulged that ODL institutions encounter higher attrition pro- portion than traditional face-

to-face institutions.

Effective learning takes place through two-way communication between instructor and learner,
whereas student support services play an instrumental role in initiating and maintaining two-way
communication in instructional process (Hussian, 2018). Different activities are included in
student support services including advising and counseling, orientation, individual or group
tutoring, promoting learning and examination skills among learners, feedback on assessment and
learning progress, career guidance and solving administrative problem logically (Tait, 2003). The
main objective of support services appears to be motivating distance learners, helping them
select right track of study, encouraging them in making appropriate use of educational facilities
and facilitating their learning process to graduate successfully. The learner support services

shape the pace of distance education and are regarded to be its basic components. These help
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learners in accomplishing their educational objectives and realizing their academic requirements

and learning needs (Hussian, 2018).

The learner support services play an important role in imparting quality education to distance
learners, but their management is probably the toughest task. When a learner takes admission
afresh in distance education system for the first time, he finds himself in an unfamiliar situation,
because he has the experience of conventional education system where he receives the full-time
support of the teacher in classroom. But in distance education system the course is completed by
himself in the absence of a teacher. Another important factor is that the learners in this system
are mostly adults and are basically part-time learners who are not sure of their capacities and

capabilities.

As Potter 1998, cited in Gao (2012 ) learner support should have-a much broader meaning to
cover-many forms of assistance. Its main function should be to clear up all kinds of learning
obstacles in front of a student for their academic success, such as-situational, institutional,

dispositional, and informational obstacles.

The provision of effective SSS in higher education institutions (HEISs) is vital, particularly in the
ever- changing landscape of distance education. This is significant because HEIs are becoming
increasingly competitive, and to stay successful in the market, they should provide quality
education. This can be achieved through the provision of effective support services to students

(their customers), failing which they would move to other institutions.

Providing support services to the distance learning population is an important part of creating the
feeling of belonging for students who do not have access to traditional clues. They may include
any or all of these: Record keeping and administration, pre-admission counseling, Admission and
registration information-administrative assistance, Books dispatched by mail, library service,
Tutoring and counseling, Weekend courses and study centers, Electronic communication
technologies such as phones, radio, audio tapes, video, television, etc. With the advent of
technology, the list keeps on growing as new innovations are made by the day, especially in the

developed world (Usun, 2004).

Effective learning support system has constructive effects on student learning success in distance

education. Effective learning support enhances student learning (Tefera, 2010). For making the
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learners self-reliant, self-confident and independent, the print course material is to be pro- vided
to the learners. While evaluating the assignments which are submitted to the counselors, they
write the constructive comments on the assignments which work as two-way didactic
communication among the learners and counselors. During counseling, the students are helped to

solve their problems related to their study (Kumari, 2018).

All of the supporting activities or services help distance learners to continue their studies through
interaction with their faculty and fellow learners, and enhanced communication (as Hussian,
2018 cited in Simpson 2000 ). Distance learners need support services through- out the entire
course of their studies. Even providing assistance to distance learners begins before admission
when university announces admission in the media. These services include and range from local
study centers, counseling and/or tutorial support to the solution of administrative problem
(Hussian, 2018 cited in Rumble 1992) related to studies of distance learners. Student or learner
support system in distance education is considered as a contributing factor in retention of
students and their success in studies. Therefore, (Kishore 1998 in Hussian, 2018 ) asserted that
learner support services determine the strength or weakness of universities and/or institutions
offering distance education programmes. In this regard, learner support services become more
significant in creating conducive to learning environment in distance education-facilitating
learners in their learning process, motivating them to continue and complete their studies,
encouraging their socialization by promoting teamwork and team spirit among them and
improving academic standards of the programmes. Similarly, ( Moaler et al. 2001 in Hussian,
2018), envisaged main objectives of such services as to helping distance learners in using
learning package properly, making better choices of studies, reducing sense of isolation,
providing access to learning resources and opportunities, and enhancing learner’s interactions

through technology-mediated experiences.

According to Mowes (2005) adult distance education students need support services that
contribute to: maintaining or increasing student motivation; promoting effective study skills;
generating a feeling of ‘belonging’ to the providing institution through, for example, contact with
tutors and peers for both social and academic purposes; providing guidance through the study

materials; providing access to resources; and providing answers to administrative queries.
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The learning experience for them may be unpleasant experience as they have lost touch with
their studies. In the system of distance education, the main purpose of the learner support
services is to promote self-study or independent study, particularly in the absence of regular
face-to-face contact. However, the process of learning through the mode of distance education
system requires the interaction of the learners, both with the materials and with the teacher. The
quality of the support system affects learning, and this is the basic rationale for the purpose of

learner support services in the system of distance education (Kumari, 2018).

The assignment responses submitted by the learners must be assessed, evaluated and commented
upon and returned in time. The purpose of assignments is to teach the learners effectively by
giving them timely feedback on their strengths and their weaknesses. This feedback is helpful to
the learners in tracking their own progress. The very aim of distance education is defeated if in

time feedback on the evaluation of assignments is not provided to the learners (Kumari, 2018).

2.7. How student support systems are delivered?

The learner’s support system in distance education mode can be defined to provide all the
activities and facilities beyond the production of course material and further the delivery of the
same which assist in the progress of the studies of the learners. These can be in the form of all
types of facilities, provision of supplementary reading materials and references, administrative
assistance, human interaction like interaction between teacher and learner, peer group

interaction, advice and even moral support (Kumari, 2018).

In distance education effective learning takes place when students process the material they have
studied, and completion of assignments and assimilation of the tutors’ responses to them is an
essential part of this learning. This is feedback and is a student-led exchange, in which the
teaching starts with the student’s work: it is individual tuition in the form of a dialogue between
a single student and the tutor. Each student presents particular challenges and thus the tutor—
student dialogue has to focus on different things accordingly for instance understanding the
course, lack of appropriate skills required to demonstrate understanding, lack of presentational

skills, etc. (Lentell, 2003).
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In the system of distance education, support is provided to the learners in various ways.
Generally, a mechanism is evolved by which support is provided to the learners at various stages,
for example, pre-entry stage, during studies and post-study stage. In conventional education
system, the learner gets maximum opportunities to interact with their teachers and friends, but in
distance education mode, the distance between the student and teacher can be bridged by making
the interaction through learner support centers and by making use of electronic and

communication media (Hussian, 2018).

Distance education institutions approach learning support system for students differently,
depending upon the characteristics of their distance students, the availability of technology, the
capacity of the institutions, and the learning cultures and styles of students. Learning support for
distance students can be provided in face-to-face mode and mediated mode, such as through

printed material, telephone, audio/video, radio, television and computer (Aoki, 2012).

There are different tools for student support that distance education institutions use, including
face-to-face tutorials, workshops, guidance and counseling, telephones, information and

communication technologies (ICT), and audio-visual technologies (Arko-Achemfuor, 2017).

Student support systems have developed in many different ways. The general trend has been to
in- crease the level and sophistication of support. Pre-enrolment counseling is now often more
than the provisions of basic information on what courses are available; assistance in interpreting
course in- formation can lead to more involved and sensitive interaction between intending
students and a distance education institution. Cross-institutional referral services add to the
enrolment support. Learning support has developed from situations where students were left
pretty well to themselves to cope with correspondence notes and associated assignment work.
Tutors are encouraged to engage in meaningful two way communication with their students, in
writing or via other media. Seminars, workshops and summer schools are being looked at more
critically and, when appropriate and possible, alternative strategies, more suitable to the needs of
students, are being used. Student-tutor interaction has also changed significantly. Once upon a
time this involved students receiving materials, reading them, submitting writ- ten assignments

and receiving marks in the form of alphas or numbers (Foks, 1988).
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Natarajan 2005, distinguish between media-that is, generic forms of communication (text, face-
to-face audio, video and, less clearly though arguably, computing)-and the various technologies
that deliver them. These technologies, each with their own characteristics, enable communication
to take place in various ways - one to one, one-to-a-group, one-to-many; synchronously (where
reception occurs at the same time as delivery), or asynchronously; one-way (message out,

nothing back), or two-way (allowing interactivity between the participants)(Natarajan, 2005).

The notion of learner support has been fundamental to the Open University and its systems. This
support comprises a mixture of written materials, access to help and advice via the telephone (or
latterly electronic means) and the opportunity for face-to-face meetings. Regional coordinating
centers are responsible for allocating a tutor (a part-time academic) to a student, for organizing

academic support and for providing advice and guidance (Johnson & Barrett 2003).

2.8. Learner Support and Learner Needs in Distance Education

Distance learners have special needs, which include: information to help learners relate to the
institution and understand its system; contact with tutors to help maintain motivation and
overcome learning problems; institutional identity, which is some means of helping learners
identify with a remote institution and to feel that they are part of a body of learners rather than
studying in isolation; advice on how to study; as well as that provided within the course itself,
learners often need additional support to develop good study techniques (Asian development

bank Bank and common wealth of nation, 1999).

It is an accepted fact that adult learners have certain psycho- social needs, which may not be met
academically, but are nevertheless important to consider when planning a learning experience,
some of these are need for kindness; need for recognition; need for new experiences; and need
for exercising leadership, decision making and responsibility. It is therefore, through the
identification of learner characteristics that program organization can establish, the learning need

of the target group of any given program, content and methodology to be used (Tefera, 2010).

It is accepted by all the educators that the responsibility of learning is in the hands of the
learners. The support which is provided to the learners should be learner-centered and meets the

learners’ expectations and needs. For achieving the educational and personal goals, the learners
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themselves are well aware or are in the best position to know what kinds of support systems are
important. It is pertinent to mention here that distance education learners are adults and they are
in the best position to determine quality according to their individual needs (Kumari, 2018 cited

in Mellroy and Walker 1993).

Openness and student centeredness have been in place from the start of the Open University but
so, also, have the needs of the learner. It has always been understood that students need access
not only to high quality course materials, but also to a wide range of support materials and
strategies to enable them to become successful independent learners in an increasingly complex
system of open and distance education. If the core of learner needs and support has remained
much the same, then the methods of addressing these needs and delivering support has not
(Johnson & Barrett, 2003).Adequate student support services in DE should meet or exceed an

individual student’s needs and expectations (Nsamba, 2016).

Learner services should take into consideration the unique and changing needs of the students
being served and the institutional context, and should be revised as appropriate to accommodate
changes in student population, the institution, and the environment. Only in this way can an

institution be truly responsive to its clientele (Brindley, 1995).

Distance Education system is never something apart from students and their needs. Rather it is
the means by which these needs are met and the distance education system which thinks of its
existence as something apart from the students will fail to recognize significant problems of the
students and the Distance Educational system will not be in a position to deliver the goods

(Tefera, 2010).

In considering student support service institutions should begin with students' needs. Identifying
and understanding the implications of such needs requires prior knowledge about the
characteristics of the student body as a whole. Distance educators stress the heterogeneity of
their student body. This diversity is borne out by the extensive surveys that many institutions
carry out on their students, in order to establish their distribution by age, gender, geographical
location, social class, income, educational background, employment status, language abilities,
home circumstances, access to communications and technology and physical disability (Rumble,

2000).
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Systems and procedures for learning support system focus on meeting the needs of distance
students living in diverse conditions and different circumstances. The aim of systematic learning
support in distance education is to facilitate quality student learning process suited to students’
learning needs and flexibility, and ensure that students proceed their learning activities through

access to various means of learning support (Tefera, 2010).

Distance education institutions approach learning support system for students differently,
depending upon the characteristics of their distance students, the availability of technology, the
capacity of the institutions, and the learning cultures and styles of students. Learning support for
distance students can be provided in face-to-face mode and mediated mode, such as through

printed material, telephone, audio/video, radio, television and computer (Tefera, 2010).

The learner support system of any distance education institution varies from institution to
institution. In general the support services broadly address the following needs of the learners:

(IGNOU, 2012)

1. Information support: Learners should be provide all necessary information prior to admission
of their course so that they can make appropriate decisions about their studies and also have
access to all resources and support services. This includes information about various
programmes, admission criteria, eligibility, fees structure, study material, evaluation system and

other support services provided by the institution during course of study.

2. Institutional support: Information about the academic support, who are the academic
counselors, where the counseling sessions both theory and practical would be held, provisions of
assignments, provision of practical for practical based programmes, use of audio visual aids,

teleconferencing, interactive radio counseling facilities etc.

3. Learning centers: Where the students will have the access to the library facility, counseling
facilities, submission and evaluation of assignment, term end examinations and other general

support.

4. Feed back: Provide feedback to course material developers and to the students on assignment

responsces.
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Institutional perspectives of learner support will either view student support as 'an essential
integral component of the teaching/learning system', and as a result build it in and make it
complementary to the teaching system; or it will view student support as 'compensatory,
regarding students as having deficits in learning that need to be fixed', and establish specialists
'who will relieve tutors of their responsibility for meeting student needs'. Services that are built-
in tend to be more robust because it is the students who drive the extent to which the service is

used (Rumble, 2000).

2.9- Student support service and learners satisfaction

Student satisfaction assists HEIs to attract new students and retain current ones, improve their
overall performance, and increase students’ progression rates and employability (Sharyn, 2013).
Therefore, HEIs, particularly the ODL institutions should provide effective support services that
meet the unique needs of students, enhance their learning experience and academic success, and

empower them to be self-directed lifelong learners (Tefera, 2010).

As Mowes, 2005 cited in Nonyongo (1993) endorses that materials writing, support for learning,
ongoing analysis of needs and the administration of support services as sub-systems of distance
education, are seen to be organically connected, to decrease transactional distance and to

promote responsiveness between providers and students.

Even though distance education has been widely adopted in many countries, there is “an elephant
in the room of distance education”(Woodley & Simpson, 1974), namely a high dropout rate. In
order to tackle this problem, ODL institutions should provide effective support services to meet
the needs of academically underprepared students promote student persistence and optimize
academic success. Ensuring that learners have access to education is not sufficient to promote

equality of educational opportunities unless sound student support is provided.

The effectiveness of any open and distance learning programme is dependent on an institution’s
responsiveness to its students’ needs and expectations. This belief calls for an integrated student
support system that is continuously modified and refined as institutional and government policies

and procedures change and new student needs and expectations emerge (Mowes, 2005).
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Distance learners need support services for their guidance and retention in the system. They need
support services at different stages of their study including before/pre-admission stage or pre-
entry into distance education, the programmes and/or course stage and the post-programme

and/or course stage (as Manjulika and Reddy 1996 cited in Hussian, 2018).

2.10- Challenges related to student support system

Distance education institutions are confronted with limitations in the use of many forms of
learning support for students(Tefera, 2010).Distance students need considerable support since
they do not attend classes on a daily basis like fulltime students. However, one significant
challenge facing distance institutions is the provision of convenient and effective support

services for isolated students (Brindley, 1995).

Despite the expanding growth of ODL and its benefits, students who enroll with ODL have been
shown to face many challenges related to individual, institutional and instructional (Musingafi et
al., 2015). Cross (1981 cited by Musingafi et al., 2015) identified three distinct categories of
challenges facing ODL students: Situational, institutional and dispositional. According to Cross,
situational challenges include job and home responsibilities that reduce time for study.
Institutional related challenges include poor logistics system or a lack of appropriate advising.

Dispositional challenges are related to learners’ own attitudes and feelings.

Garland (2007) also identified some situational challenges for students to be persistence in
distance learning. These include poor learning environment and lack of time. For example,
students felt that the course took more time than anticipated because they failed to judge the
demands of work, home and school. As Kember 1989 cited in Musingafi et al., 2015 poor time
management leads to challenges such as learners’ inability to integrate the demands of off

campus study with family, work and social commitments

As timely delivering information regarding with different issues in distance education is
considered as one of the key area in student support, ODL also presents new challenges in
information dissemination, especially in developing countries. Moss berger et al (2003) cited by
Musingafi et al.(2015) observes that technical competence needed in order to have effective

access to contemporary ICT is a challenge to distance learners. Technical competence refers to
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the skills needed to operate the hardware and software of ICT, including the skills of using
networked systems to access and share information (Warschauner 2003 cited in Musingafi et al.,
2015 ). Lack of these skills is a critical challenge as learner may fail to use the various services

involved ICT.

According to Musingafi et al.(2015) challenges in distance education divides in to three. Namely
individual related challenges which include lack of sufficient time for study distance from home
to the regional centre, financial constraints, lack of support from family, employer, friends,
unfavorable home learning environment, difficulties in learning technically demanding material
(both lack of experience in the application of technology and absence of these technologies), lack
of experience and/or training with instructional technologies, conflicts between family /Work
and study schedule and socio- economic challenges like travelling distance and its accompanied
expenses. Related with the personal factors learning style, personal situation, ICT skills,
confidence and attitude (Webster & Hackley, 1997 cited in Arko-Achemfuor, 2017) and
familiarity (Mason & Bacsich, 1998 cited in Arko-Achemfuor, 2017); background knowledge,
motivation, effectiveness of teaching, communication with staff and between students, time to
study and access to ICT support affects student support service in distance learning institutions.
Students come from diverse backgrounds ranging from school leavers to mature adult learners
also have an influence on student support. Their circumstances equally differ in their economic

situations, social backgrounds as well as the areas of residence.

The second one is instructional related challenges facing ODL students which include
delayed/ineffective feedback from the Instructors (this can add burden to learners who are
struggling with the isolation and the remoteness nature of distance learning), lack of instructor’s
contact and inadequate academic support, difficulty in attending face to face, Poor course
material design/inappropriate learning materials, unhelpful course information and lack of
direction, issue of dissatisfaction with lecturers and tutors performance (most tutor lecturers are

described as ineffective).

The third and last one is challenges related with distance education institutions including delayed
study materials, difficulty in administrative services such as registering and paying fee, lack of

an effective institutional network of technical assistance, lack of responsiveness from regional
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centre / headquarter administrative staff, lack of appropriate students services support and

delayed important information.

In the delivery of learner support service gaps are surveyed by Arko-Achemfuor (2017). The
finding indicates that there are serious problems for students in accessing the student support
services. The challenges that students face in accessing the support services include economic
constraints, social factors, physical barriers and institutional administrative problems. In the side
of distance education institutions, although most of the support services are in place at the
institution and at its regional offices, some of the students, most especially those in the rural
areas, are not able to access the support services adequately, which impacts negatively on their

studies and learning experiences.

2.11- Current trends of Student support

Over the past decade, but particularly since the rise of the World Wide Web, the nature of
student support in developed countries has changed considerably. Programs based on printed
materials have traditionally relied on support in various ways; these include regular tutorial
sessions, other regular face-to-face contact, telephone tutoring, detailed feedback on Tutor
Marked Assignments, formal and informal study groups and support from partners, family and

friends (Asbee and Simpson, 1998; Tait, 2000 in Corry & Lelliott 2003).

As Tait’s suggestion on student support system there is ‘no universal blueprint for the
establishment of student support systems’, and that any system will depend on a wide range of

variation across the elements that comprise the support (Tait, 2000).

While the recent literature on learner support emphasizes the usefulness of technology-based
systems, and consider that for many learners, especially but not exclusively those in developing
countries, such support practices are inappropriate, costly and unattainable. On-line support
includes the use of software tools, automated (and tutor marked) feedback on performance,
technical support, as well as more traditional supervision by tutors. However, tutors, instead of
providing regular (weekly or monthly) face-to-face sessions for their tutor group, are now
challenged to provide ‘instant’ feedback to their tutees, resulting in excessive time demands and

‘interaction fatigue’ (Mason, 2001 in Corry & Lelliott 2003).



41

With the provision of print course material, audio—video cassettes and use of other electronic
media, use of educational technology plays an important role in the present days for providing
direct communication to the distant learners. ICT plays an important role for the purpose of
delivery of student support services effectively and efficiently. It has become inevitable for the
distance learners that they may be benefitted by this technology. Distance education institutions
also notice the shift from mass produced generic resources to tailored personalized support and
communications. This is prevalent in the context of globalization of the economy and the

changing expectations of students as consumers (Kumari, 2018).
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1- Research paradigm

Paradigms play a fundamental role in social sciences. Accordingly, a paradigm refers to the
established research traditions in a particular discipline or a philosophical framework (Cohen et
al., 2007). Specifically, a paradigm would include the accepted theories, traditions, approaches,
models, frame of reference, body of research and methodologies; and it could be seen as a model

or framework for observation and understanding (Creswell, 2007).

In such sciences, paradigms affect the practice of research and therefore, they need to be stated.
As Creswell (2012) the paradigm of pragmatism applies to mixed methods research in that
inquirers draw liberally from both quantitative and qualitative assumptions when they engage in
their research. Thus, for the mixed methods researcher, pragmatism opens the door to multiple
methods, different worldviews, and different assumptions, as well as different forms of data
collection and analysis. Standing with this point of view the researcher will depend on
pragmatism paradigm of research. It is the conviction of the researcher that for the purpose of
this study, a combination of quantitative and qualitative methodologies had to be used in order to
follow a suitable research plan and to gather the necessary data that would answer the research

questions of this study.

3.2- Research Approach

Research approaches are plans and the procedures for research that span the steps from broad
assumptions to detailed methods of data collection, analysis, and interpretation and the selection
of a research approach is based on the nature of the research problem or issue being
addressed(Creswell, 2007). The general objective of this study was to examine the practice and
challenges of student support system in private distance education institution. In order to conduct
this study the researcher employs mixed method research approach. According to Creswell

(2014), mixed methods research is an approach to inquiry involving collecting both quantitative
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and qualitative data and integrating the two forms of data by the core assumption of the
combination of qualitative and quantitative approaches provides a more complete understanding
of a research problem than either approach alone. (Mckim, 2015) argued that mixed method
design is important in terms of increasing validity of results as it enables to gain a deeper and
broader understanding of the phenomenon than studies that do not utilize both quantitative and
qualitative approach. The main rationale to conduct a mixed methods study is when one type of
research (qualitative or quantitative) is not enough to address the research problem or answer the

research questions(Creswell, 2012).

3.3- Research Design

The researcher employed descriptive survey research design supported with mixed research
approach. Descriptive research design was selected due to its function to describe the existing
facts, behaviors and situations of a given phenomena and practice of events. Concerning this,
Kothari (2004) assert that the major purpose of descriptive research is describing the state of

affairs as it exists at present.

Scholars argued that there are different mixed research approaches. (Creswell, 2012) divided
mixed research approach in to six based on the weight the researcher give to the qualitative and
quantitative data, the sequence of collecting qualitative and quantitative data, how data is
analyzed and the stage when both data types will be mixed. These designs are convergent
parallel, explanatory sequential, exploratory sequential, embedded design, transformative design
and multiphase design. Among these six designs, this study uses convergent mixed method
design. A basic rationale to use this design is, as Creswell, (2012) suggested, one data collection

form (quantitative or qualitative) supplies strengths to offset the weaknesses of the other form.

3.4- Sources of Data

There are two sources of data in research. Primary sources of data refer to information obtained
first hand by the researcher on the variables of interest for the specific purpose of the study. In
this study distance education program coordinating office staffs and distance learners in Alpha
University College are used as primary sources of data. Whereas Secondary data sources are
information gathered from sources already existing and annual plans, minutes and reports are

used as a secondary data source in this study.
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3.5- Population, Sample and Sampling Techniques

Non-probability sampling techniques were employed in order to select the appropriate sample to
the study. First, the researcher took one private distance education institution by using purposive
sampling technique. Purposive sampling, as the name suggests, is done with a purpose, which
means that selection of sampling units is purposive in nature. Purposive sampling can be very
useful for situations where the researcher need to reach a targeted sample quickly and where a
random process of selection or proportionality is not the primary concern (Singh, 2007). Based
on this, the first and prior private distance education institution in Ethiopia Alpha University
College was used as the sample of the study because of the researcher’s belief that experienced
institutions can implement the support systems well when it is compared with inexperienced

oncs.

Alpha University College Gondar branch has three coordinating centers including the main
coordinating center (Gondar branch). The two others are Debark and Debre-Tabour centers
which are administered under the main coordinating office (Gondar coordinating office). Out of
the 3 distance education centers, the researcher selected 1 center, Gondar coordinating office, by
using convenience sampling technique based on its geographical proximity. Because Gondar
coordinating office served as a main office for the two coordinating offices and the target
population are homogeneous. That is, that there would be no difference in the research results
obtained from a nearby sample or a sample gathered in some inaccessible part of the population

like Debre-Tabour and Debark centers. .

In Gondar coordinating office; center coordinator, resource center and exam issue expert,
registrar expert, accountant and center secretary were selected by using through comprehensive

sampling technique.

The population of this study purposely consists of third year undergraduate students enrolled in
various degree programmes offered by Alpha University college Gondar branch. This is because
of their stay for three years in the institutions so that they can provide resourceful information
about the program. To determine the sample size of the graduate class distance learners out of
the target population, available sampling technique were used based on availability at a given

time. The population of the study was 253 graduate class distance learners in Alpha University
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College and until the exam date of learners and data collection date of the researcher, the
researcher aimed to use all graduate class distance learners in the study. But the available 134
was used as a sample in Gondar branch coordinating center. The reason for using availability
sampling technique is that due to the pandemic of COVID 19 there were no tutorial classes and
the exam was also undertaken as a home take. Due to that all distance learners are not attend in
the institution and so many delegated individuals come to the center to take and submit the home
take exams. Thus to use the available graduate class distance learners in the center, the
researcher forced to use availability sampling technique to select the sample size of distance

learners.

Table 1: Population, sample and sampling technique

Population of the study Total samples | Sampling technique

Alpha University distance 3 1 Convenience sampling

education coordinating centers technique

Graduate class distance 253 134 Available sampling

learners technique

Center staffs Coordinators(1) 1 Comprehensive sampling
Resource center(1) 1 Comprehensive sampling
Registrar officer(1) 1 Comprehensive sampling
Secretary(1) 1 Comprehensive sampling
Accountant (1) 1 Comprehensive sampling

3.6- Data Collection Instruments

The researcher uses both quantitative and qualitative data collection instruments so as to collect

the relevant data from the sample respondents.

Prior to the construction of the research instrument, the researcher reviewed the literature and
examined a variety of research instruments to determine whether there were existing standard
instruments that could be used to gather the necessary information for this study. However, the
review of existing instruments did not uncover appropriate instruments that could be adopted for
this study. The reviewed instruments were either constructed to evaluate one type of support
service or they were designed for distance education students in different instructional issues.
Consequently, the researcher found it necessary to design her own instruments to suit the present

study.
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3.6.1- Questionnaire
Questionnaire was used as a major data collection instrument to collect data from sample
distance learners. The instrument is selected since it enables to ask questions to ascertain
people’s thoughts about, and feeling towards issues, events, behaviors and so on (Tharenou,
Donohue & Cooper, 2007). The questionnaire was mainly close ended as it provides greater
uniformity of response and easy to process. Thus the questionnaire was divided into six sections.
The first section elicited general background information with 6 items; the second section was
about the implementation of student support system in terms of frequency with 29 items; the
third section was about providers of support services with 6 items, the fourth section contains 8
items to evaluate modes of delivery to address support systems; the fifth section of the
instrument set 29 evaluation items regarding with the learners satisfaction towards the support
services and the last section was about challenges of student support service with 22 items.
However, some open-ended items was included to allow the participant to provide more data in
the way they want (Etikan & Bala, 2017) and to get new information or perspective in relation to

the issue. Therefore 4 open ended items were included in the questioner.

3.6.2- Interview
Interview is the most widely used data collection instrument in qualitative research(Creswell,
2007, Creswell, 2012, Merriam, 2009 ). It helps to draw out views, opinions, problem and
expectations concerning the issues supposed to be studied as it provides direct access to
individual’s perception and experience (Cohen et al., 2007). In this study interview was used to
collect data from distance education center coordinator, resource center and exam issue expert,
registrar officer, accountant and secretary as well as 10 distance learners. An interview was used
to address issues that were not being address through questionnaire. Among the three types of
interviews (unstructured, semi-structured and structured), this study was employed semi-
structured interview as it enables to elicit the interviewees’ ideas and opinions on the topic of

interest, as opposed to leading the interviewee toward preconceived choices (Merriam, 2009).

3.6.3- Observation
Observation can be employed in both quantitative and qualitative researches. Quantitative
observation is systematic and structured in form, whereas qualitative observation is unstructured

(Given, 2008). In this study, observation protocol was prepared to record information before the
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observation take place. The observation protocol was contained a descriptive and reflective note
side by side. Permission was requested from the center coordinator to observe; what the actual
student support system looks like such as the computer they use for data base, the announcement
boards they use for information delivery, the library services and interaction of learners and
distance education institution. One of the main reasons to conduct observation is to record

behavior as it is happening and when fresh perspective is needed (Merriam, 2009).

3.6.4- Document Review

Document review as data gathering tool was also used in this study to have pertinent data
concerning the issue under the study in order to substantiate the data obtained by questionnaire
and interview. This document was including the annual plan and report of the University
College, student handbooks, minutes and computer data bases to answer the first basic question
in terms of the institution plan to deliver student support service and in what way the support
services are addressed. In relation to the challenge of student support service instructional
materials adequacy was evaluated by the standard of easiness to understand (with the course
objective, clear explanations, chronologically arranged chapters, spaces for taking notes,
illustrations and graphics ,tutor marked assignments, activities with the time limit and chapter
summaries). In addition to the content the layout also evaluated by the font size of the texts and
printed form (black and white form) because of as the clients are adult learners the font size

matters them as they face physical difficulties like unable to read small font sizes.

3.7- Validity and Reliability
The validity of any research is highly dependent on the quality of instruments that employed for
data collection. Thus, to have valid research results, data collection instruments need to be well
developed based on essential development process. To ensure the quality of questionnaire, as (
Creswell, 2012) recommended the researchers to follow the following six fundamental stages:
(1) identifying first thought of the items from the literature (2) formulation of the first draft of the
questionnaire, (3) face validity of the questionnaire, (4) pre-test of the questionnaire and (5)
piloting of the questionnaire, and (6) adoption of the questionnaire. Similarly, to ensure the
quality of the questions, which will be developed for interview, as it has developed, will be

provided for experts for comments.
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3.6.1- Validity

Validity refers to the ability of an instrument to measure what one intends it to measure. In other
words it describes the extent to which we measure what we purport to measure(Teherdoost,
2016). However, according to Coletn and Covert (2007), an instrument is or is not intrinsically
valid, as validity is a characteristic of the responses. Consequently, it is important to pretest the
instrument to obtain preliminary data that can be used to assess validity. As one of its important
aspect according to Gronlund (1988:136), “validity is expressed by degree (high, medium and
low)” (cited in (Endawoke, 2005). That is, a measure cannot be categorized as valid or invalid in
absolute term, but only as a matter of degree. Therefore, before the actual data was collected,
items constructed by the researcher were evaluated by the research advisor and four staff
members (1 from EdPM, 1 from SNIE and 2 from AECD) departments to get their professional
judgment on the face and content validities of items constructed by the researcher. Based on the
comments provided from those evaluators mentioned above, the researcher made some

modification on the contents of some of the questionnaire items.

3.6.2- Reliability

Reliability is the extent to which an instrument produces the same information at a given time or
over a period of time(Coletn and Covert,2007) (Colten and Covert, 2007). Reliability tells the
consistency of measurement that we employ. Thus, after some correction has made on items for
their validity, pilot study was conducted to be sure about the reliability levels of items. For
instance on the developed instrument some unnecessary and vague questions like occupation of
the respondents, relevancy of the support services, learners year of attending in the institution
were discarded because they were not related with the basic questions. The pilot study was held
in Admas University College only by participating 25 students. In order to assess the reliability
(internal consistency) of the instrument, Cronbach’s Alpha (o) analysis was conducted for the
piloted items under the three themes of the basic research questions of the study. Therefore, for
the three basic research questions which were related to the implementation of student support
service, learners satisfaction in student support service and the challenges of student support
services, the reliability test was found to be a=.71, .76 and .75 respectively. Thus the results are

acceptable and the questioners are reliable to collect data from sample population.
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After the reliability of the items were checked by the pilot study result as it is mentioned above
and little modifications on some ambiguous words in statements, the actual data were collected

from 134 sample distance learners.

3.8- Data Collection Procedures
In this study both the qualitative and quantitative data types were collected concurrently. Thus
there were assistants to gather the data from distance learners in the coordinating office. Before
directly let each participant to fill questionnaire and to be interviewed, both data gathering
instruments was designed in English language in relation to the basic questions. After, taking
comments from advisor and colleagues the questionnaires were translated in to Amharic aimed
to overcome language difficulties in the side of distance learners. The researcher was briefly
introduced herself and the purpose of the study for each research participants before they agree
to voluntarily participate in the study. Qualitative data was collected by Ambharic language from
coordinating center staffs and 10 early comer distance learners, then the coding and transcribing
was done properly. In the last interpretation was done by composing the data obtained from

questioner, interview, observation and document analysis.

3.9- Data Analysis Techniques
The choice of data analysis depends on several factors such as type, nature, shape of the
distribution of a variable and the study design adopted to collect information about variables
(Singh, 2007). This study employed descriptive survey research design; hence for the
quantitative data collected by five point’s Likert scale questionnaire, descriptive statistics such as
frequency, percentage, mean and standard deviation were used for the purpose of data analysis.
Percentage and frequency count were used to analyze the demographic data’s of participants, the
methods to address support services and providers of student support service. Whereas,
frequency of student support, learner’s satisfaction and the challenges they face in the system of
student support were analyzed by one sample t-test. One way ANOVA and independent t-test
were also used to show whether there is statistically significance mean difference among learners
concerning on challenges of student support system based on their sex, age, residence, income
level, marital status and educational background. Independent t-test was used to analyze those
demographic variables with two groups such as sex, residence and marital status whereas; one

way ANOVA was employed to analyze variables such as age, income level and educational
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background with more than three groups. All these analysis procedures were done thorough the
support of SPSS version 23. As Creswell, (2012), in convergent parallel design, a side by-side
analysis is possible, and hence, the themes emerging from the qualitative data was used to
compare the statistical analysis and vice versa. In doing so the researcher analyzed qualitative

data with the quantitative one in parallel.

3.10- Ethical considerations

As Creswell (2007) suggested, there are many ethical considerations during the process of
research. These ethical issues generally can be seen in terms of respecting participants;
protecting the participants from any kind of harm; and conducting and reporting the research in
well manner. Foremost, each respondent was informed about the objectives of the study to know
whether they are voluntary to participate in the study. The decision to participate in this study
was entirely up to participants’ willingness.  Sensitive questions, which probably make
participants uncomfortable, were not asked so as not to harm a participant. Anonymity is one of
essential ethical issue in research. In this study, no information about participants’ identity was
disclosed. The records of this study are kept in a locked file and information are coded and
secured using a password protected file to make it strictly confidential. According to Creswell
(2007), ethical consideration is not only considering issues related to research participants but
also it includes soundness of conducting and reporting the research appropriately. Hence, this

study is free from bias and plagiarism.
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CHAPTER FOUR

DATA ANALYSIS AND DISCUSSION

4.1 Data Analysis

In order to present the results of this study as a logical fashion as possible, it was necessary
firstly, to refer to the demographic details of the respondents; secondly, to report on the
implementation of student support service; thirdly, students satisfaction on student support
services; fourthly; examining the challenges of student support service that students face, and
fifthly the relationships and differences between demographic variables and challenges that can
hinder the student support services. In the process of data analysis the quantitative data were
analyzed using descriptive statistics (such as frequency, percentage, mean and standard
deviation) and inferential statistics (such as one sample t-test, independent t-test and one way
ANOVA), whereas, the qualitative data were analyzed through verbal narration. Tables have

been used in most instances for clarity, ease of understanding and interpretation

4.1.1- Background Information of Respondents
In order to provide clear image about the respondents involved in the study some major

characteristics of them were presented

Table 2: Background Information of distance learners

Demographic variables Category Frequency Percentage
Male 68 50.7%
Sex of Respondents Female 66 49.3%
Total 134 100.0%
Age of respondents 20-30 70 52.2%
31-40 41 30.6%
41-50 23 17.2%
Total 134 100%
Educational background Grade 12 completer 20 14.9%
Diploma holder 80 59.7%
others 34 25.4%
Total 134 100%

Marital status Single 51 38.1%
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Married 83 61.9%
Total 134 100.0%
Residence Rural 44 32.8%
Urban 90 67.2%
Total 134 100%
No income 16 11.9%
Monthly income Up to 1500 33 24.6%
1501-3000 40 29.9%
3001-4500 24 17.9%
Above 4501 21 15.7%
Total 134 100%

According to the data in Table 2, from the total of 134 research participants, 50.7% were males
and the rest 49.3% were females. Concerning their age, 52.2% of the respondents were 20-30
years range, 30.6% were between 31-40 age range and the rest 17.2% were between the ranges
of 41-50. This implies that the majority of distance learners are around the age range of 20-30, a
young adulthood stage. With regard to educational background of participants 14.9% of the
respondents were grade 12 completers, 59.7 % were diploma holders and the rest 25.4% were
others(degree holders and they were joined to alpha university college to study other departments
which are competent in labour market). Regarding with this in the demographic variable
(Mowes, 2005) study also stressed that many mature aged students enter university after long
periods away from study, without the requisite skills to ensure their success. Therefore, in her
study responses to qualifications obtained by students reveal that more than half of the

respondents had a teaching diploma or a teaching diploma with further qualifications.

Their marital status showed that 38.1% were single, 61.9% were married and there was no
widowed and divorced respondent in this study. This implies that, most of the respondents
(above 50% of the sample) were married and having different responsibility in relation to their
social life. In this respect, Mowes (2002) similarly found that students considered that their
families, jobs and other commitments exerted a significant influence on the number of study
hours available as well as on the conditions under which they study. Regarding with their place
of residence, 32.8% of respondents were from rural and 67.2 % were from urban area (centers of

zone and woreda).
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Concerning with monthly income of participants 11.9% were with no income, 24.6% were the
monthly income of 1-1500 ETB, 29.9 % were with the income of 1501-3000, 17.9% were with
the 3001-4500 and the rest 15.7 % were above the monthly income of 4501 ETB.

4.1.2- The practice (Implementation) of student support service

In the evaluation of student support system, the overall implementation status was examined
from three perspectives; support systems in terms of frequency, providers of each support service

and the use of various modes of student support service delivery.

4.1.2.1- How often the institution does provide students support services for
learners?
To measure the implementation of student support service based on their frequency , Students

were asked to respond in terms of a five-point rating scale ranging from always (1) to never(5).
The statements covered several aspects relevant to measure the frequency of various student
support services available to distance education students enrolled at Alpha University College.
These statements were grouped into two categories of student support services, namely
administrative support and academic support services. Most of the respondents reflected their
rating on the frequencies of student support services by either rarely, never or occasionally with
the statements. Very few respondents indicated their rating on the frequency of student support
services by either always or often with some statements. The statistics result of their responses is

summarized in the table below.

4.1.2.1.1- Practice of administrative support services

In the distance learning context, the availability of administrative support services are the key to
students’ success. The availability of such services such as providing adequate information,
facilitating the process of admission, application and registration and distribution of course
materials among administrative support services has the potential of enabling learning

transactions that satisfy learners’ academic needs (Arko-Achemfuor, 2017).
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Table 3: One sample T-test result on the frequency of administrative support service

No | Items Test Value=3
M SD T Df | Sig. | Mean | 95%
(2- Differ | Confidence
tailed | ence Interval of the
) Difference
Lower | Upper
1 Administrative support services: the
institution
1.1 | Provides adequate information for | 575 |.994 |-2.955 | 133 |.004 |-254 |-42 -.08
students when they come for application
1.2 | Provides services like attaching the | g4 | .830 |-2.185 | 133 |.031 |-157 |-30 -.01
relevant documents and giving ID card
during registration
1.3 | Notifies students when it changes its | |99 |.555 |-21.007 | 133 | .000 |-1.007 | -1.10 |-91
address
1.4 | Notifies the exam center timely 4928 |1.242 | 11.962 | 133 |.000 | 1.284 | 1.07 1.50
1.5 | Informs students about examination | 594 |.763 | -.905 133 |.367 |-.060 |-.19 .07
procedures (requirements for sitting on
the exam) timely
1.6 | Notifies the deadline to submit | 3gg | 1.393 | 7.318 133 |.000 | .881 .64 1.12
assignments and TMA! to students on
time
1.7 | Distributes educational materials to 141 |-834 |-22.073 | 133 |.000 |-1.590 | -1.73 | -1.45

students in a timely manner

*statistically significant (p<0.05)

Note; M: mean SD: standard deviation T: table value df: degree of freedom

In the above table the results show that, in item number 1, there is a statistically significant
difference between observed mean (2.75) and the expected mean (3) with a mean difference of -
254 (condition, t (133) = .994, p =.004). This implies that Alpha University College gives

adequate and enough information for students during their application rarely.

With regard to supporting learners during the registration process, the mean score of the
respondents were 2.84. The one sample t-test result showed that there is a statistically significant
difference between the observed mean (2.84) and the expected mean (3) with a mean difference
of -.157 (condition, t (-2.185), df (133), p=.031). This indicates that the university college rarely
provides services like attaching the relevant documents and giving ID card during learner’s

registration. In the item of informing students about examination procedures (requirements for

Y Tutor Marked Assignment




55

sitting on the exam), the mean score was 2.94 and the expected mean was 3. In this case there
was no statistically significant difference between the observed mean and the expected mean
with a p value of (P=.367) and the University College informs examination procedures

occasionally.

With respect to the issue of adequate information provision by the institution during learners
registration and application, the result of the interview with distance learners confirmed that
adequate information is provided for learners occasionally: Accordingly DL9 said that:

when the service of information provision is compared with other services like module
distribution, counseling and tutorial services, the institution performs better and gives us
adequate information about the schedules of exam and tutorial, registration date and the required
documents for first time applicants as well as grading and examination procedures in the

University College.

On the issue of informing students when the institution changes its address, the mean score of the
respondents was 1.99. The one sample t-test result showed that there is a statistically significant
difference between the observed mean (1.99) and the expected mean (3) with a mean difference
of -1.007 (condition, t (.555), df (133), p=.000). This indicates that the university provides the

service of informing change of address in a rarely manner.

On the listed items under administrative supports the respondents report their answer only on the
two items always and often. On the issue of notifying the exam center the mean score of the
respondents were 4.28 and there was a statistically significant difference between the observed
mean (4.28) and the expected mean (3) with a mean difference of 1.284 (condition, t (1.242), df
(133), p=.000).The result indicated that the institution always notifies the exam center timely. On
the notification of the deadline to submit assignments and TMA the mean score was 3.88 and
there was statistically significant difference with the value of P=.000. This indicates that the

institution often notifies the assignment submission date.

In administrative support services, almost all the students complain the issue of course materials
distribution. The one sample t-test result shows that, there was a statistically significant mean
difference between the observed mean (1.41) and the expected mean (3) with a mean difference

of -1.590 (condition, t (-22.073), df (133), p=.000). Thus the result indicates that Alpha



56

University College never distributes educational materials in a timely manner. Besides to the one

sample t-test result, one third year student on the interview said that:

The tuition fee of the institution is very high. It’s around 150 birr per credit hour. We know

that it

includes the cost of course modules. But from 2011 up to now I have taken the

modules once a time. I asked them what the reason behind in the shortage of course

materials. They replied that the cost of paper, duplication and ink is very expensive.

In addition to the information obtained from distance learners through questioner and interview, I

have also made an interview with the center coordinator in Alpha University College

coordinating office with regard to the administrative support systems available and their

frequency of implementation. Accordingly, center coordinator responded that:

I don’t think that we have provided effective administrative support for our learners. The

head office of this coordinating center is located in Addis Ababa and all the directions are

stated by the head office. In the center level to support our students, we deliver on time

information for our learners on the issues of exam centers, assignment submission dates,

and registration schedule and also we distribute the available course modules for our

learners as much as possible.

Table 4: One sample t- test result on cumulative administrative support services

Test Value = 21

M SD T Df Sig. (2- | Mean 95% Confidence
tailed) | Differe | Interval of the
nce Difference
Lower Upper
Administrative | 20.097 3.639 -2.872 | 133 .005 -.90299 | -1.5249 | -.2811
support
services

As shown in the table above, the cumulative one sample t test value on the administrative

support services, indicated that administrative service were not implemented frequently. The

actual value of the result were (M=20.097, SD=.3.639; t (133) =-2.872, P=.005).
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Counseling is one of the student support system (SSS) in educational setting. The practice of

counseling is seen to be of more important in distance learning system; this is due to the nature

of the study under open and distance learning system and method of delivery. Counseling can

help distance learners to realize the instructional objective of the course by minimizing the

negative impact of isolation and lack of regular personal contact. It can overcome the difficulties

related with finance, family and work and also it builds strong relationship between students and

staffs and it removes negative attitude towards studying through distance mode(Kabate, 2016).

Table 5: One sample T-test result on the implementation of counseling support services

No | Items Test Value=3 95%
M SD T Df | Sig.( | Mean | Confidence
2- differe | Interval of the
tailed | nce Difference

2 Consultation services: the institution Lower | Upper

2.1 | Sets consultancy hour/time to provide 1.49 | .891 -19.693 | 133 | .000 | 1.515 |-1.67 |-1.36
counseling services to students

2.2 | Provides counseling services for students who | 1.62 | 1.046 | -15.275 | 133 |.000 | 1.381 |-1.56 | -1.20
are in difficult financial situations

2.3 | Provides counseling service for students when | 1.51 .891 -19.400 | 133 |.000 | 1.493 |-1.64 |-1.34
they experience family problems(such as
illness, conflict or similar problems)

2.4 | Encourages students when their motivation 1.65 960 -16.291 | 133 | .000 | 1.351 -1.51 -1.19
towards learning declines

2.5 | Advises students to assign adequate time and 1.64 | .945 -16.635 | 133 |.000 | 1.358 |-1.52 |-1.20
to study hard

2.6 | Provides counseling services for students with | 1.57 | .880 -18.857 | 133 |.000 | 1.433 |-1.58 |-1.28
disabilities

2.7 | Provides counseling service for students on 1.83 | 1.205 | -11.257 | 133 |.000 | 1.172 |-1.38 |-97
how they can balance different responsibilities
(work, family, etc.) and learn properly

2.8 | Provides personal counseling service for 1.58 | .960 -17.096 | 133 |.000 | 1.418 |-1.58 |-1.25
students on confidential matters

2.9 | Provides adequate information on the benefits | 1.90 | 1.194 | -10.632 | 133 | .000 | 1.097 |-1.30 |-.89
of distance learning when students get
confused in choosing distance modality

2.10 | Provides counseling services for students when | 1.66 | 1.098 | -14.168 | 133 | .000 | 1.343 | -1.53 | -1.16
they are tempted to withdraw or quit their
education for various reasons
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Counseling is the other essential element of administrative support service which distance
education institutions should provide for their learners. In response to the all items listed under
the counseling service as shown in table 5 above, the one sample t-test result shows that there
was a statistically significant difference between the observed mean and the expected mean with
a P value of (p=.000). In the listed ten items under counseling service provision, the total mean
score was M=1.64 with a mean difference of -1.35 (condition, t (-1.355), df (133), p=.000). This
implies that Alpha University College does not provide counseling service for learners because

the mean value (M=1.64) indicated that the counseling services are never implemented.

On issue of counseling, resource center and exam issue officer in the interview says that:
Our distance learners have not a desire to ask questions about the counseling services.
They only want to complete their three years and receive their certificate. The institution
have a contract with one social counseling professional aimed to deliver counseling
service for our students, but the learners never ask about this kind of service. Only some
students contact with me to talk about their family problems and financial constraints.
Regarding with this Alpha University gives a discount of 25% for military staff learners to

reduce their financial problems.

Table 6: One sample t- test result on cumulative counseling support services

Test Value = 30
M SD T Df Sig. (2- | Mean 95% Confidence
tailed) Difference Interval of the
Difference
Lower Upper
Counseling support | 16.44 4.466 | -35.145 | 133 .000 -13.559 -14.322 -12.796
services

As shown in the table above, the cumulative one sample t test value on counseling support
services, indicated that counseling service is not implemented in the institution (M=16.44,

SD=4.466 ; t(133)=-35.145, P=.000).
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Providing academic support services to the distance learning population is an important part of

creating the feeling of belonging for students who do not have access to conventional classroom

teaching- learning environment (Usun, 2004). This academic support services includes giving

face to face tutorial, assignment (both measured and tutor marked), feedback provision on their

project works and overall academic performance and accessing library service to overcome the

problems relating with studying through distance mode.

Table 7: One sample T-test result on the implementation of academic support services

No | Items Test Value =3
M SD T Df Sig. Mean 95% Confidence
(2- Differe | Interval of the
tailed) | nce Difference
Lower | Upper
3 Academic support services: the
institution
3.1 | Provides face to face tutorial 2.82 1.445 | -1.435 | 133 154 -.179 -43 .07
sessions timely
3.2 | Allows students to send their queries | 1.39 735 -25.392 | 133 .000 -1.612 | -1.74 -1.49
through postal service
3.3 | Assists learners to contact their 1.46 .837 -21.358 | 133 .000 -1.545 | -1.69 -1.40
tutors via phone when they have
questions
3.4 | Learners exchange academic related | 1.61 1.075 | -14.941 | 133 .000 -1.388 | -1.57 -1.20
information with the institution by
using email and other technologies
3.5 | Displays students’ academic results 1.46 .801 -22.338 | 133 .000 -1.545 | -1.68 -1.41
timely
3.6 | Assigns academic advisors for 1.26 574 -35.051 | 133 .000 -1.739 | -1.84 -1.64
learners
3.7 | Provides measured assignments 4.01 1.422 | 8.200 133 .000 1.007 .76 1.25
(which is done at distance)for
students
3.8 | Provides assignments during the 3.84 1.576 | 6.139 133 .000 .836 .57 1.11
face-to-face tutorial sessions (TMA)
3.9 | Provides timely feedback on students | 1.22 580 -35.604 | 133 .000 -1.784 | -1.88 -1.68
overall academic performance
3.10 | Gives timely feedback on students’ 1.31 .709 -27.541 | 133 .000 -1.687 | -1.81 -1.57
assessment results
3.11 | Assists students to access library 1.31 728 -26.943 | 133 .000 -1.694 | -1.82 -1.57
services in their vicinity
3.12 | Provides online library services for 1.34 917 -21.003 | 133 .000 -1.664 | -1.82 -1.51
learners
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Since distance students are separated from the institution and teachers, tutorial support is one of
the basic elements to help learners academically. With this consideration learners were asked if
they receive on time face to face tutorial sessions or not. Accordingly, the one sample t-test result
shows that there was no a statistically significant difference between the observed mean (2.82)
and the expected mean (3) with a mean difference of -.179 (condition, t (-1.435), df (133),
p=.154). This indicated that face to face tutorial session in the institution implements
occasionally. In addition to the result of quantitative data the interview with center coordinator

revealed that:

In each semester we have prepared two faces-to- face tutorial programs and this is
announced for learners with their SLIP during the time of registration. To renounce the
tutorial schedule, we use our bulletin boards. Like that of exams, tutorial programs are
also provided in “’Hibret’’ full cycle elementary school. But our students miss the tutorial

sessions because of their conflicting commitments.

In addition to the coordinator’s idea about the tutorial programs, coordinating office resource
center and exam issue officer also supports the idea of center coordinator and says that:
In each semester Alpha University College allocates budget for school rent, tutors
paradigm and other logistical issues. But learners have not a desire to attend the program.
Because they don’t want to spend their time and money for the tutorial program and they

prefer to invest their resource for exam schedules.

Regarding with the same issue (tutorial service) center registrar office officer also stressed that;
The tutorial services are provided depending on the academic calendar schedules. Two
round tutorial classes are provided in each semester and (there are six tutorial sessions in
three semesters) in one academic year. The tutorial is planned and delivered in two
continuous days and it is conducted in weak end days with the belief of employed learners

are free from their regular work in the weak end.

The researcher also had an interview with distance learners and DL6 said that;
I am full time employee in governmental office. I want to attend the tutorial session at least

once in a semester. But my living area is 200 Kms from the center and I know the tutorial
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session is very short; the maximum of one hour for each course. In addition to the

remoteness of the tutorial centers the schedule also not suited with my work. Due to that I

prefer to miss the tutorial sessions.
As it is shown in the above table the respondents reveal their negative responses with regard to
the listed academic support service except the issues related with assignments. Giving a variety
of assignments (both measured and tutor marked) to the students are considered as an academic
support in distance education. Concerning this issue the one sample t-test result shows that there
was a statistically significant mean difference under the condition of (M=4.01, SD=1.422;
t(133)=8.200, P= .000) in measured assignments. | have interviewed students to understand the
nature of assignments in the institution. Accordingly, most of the interviewed learners confirmed

that they took measured assignments. As DLS5;

In Alpha University College assignment is one of the assessment methods and it is
measured out of 30%. The rest 70% is final exam. Thus in each semester the institution
gives us prepared assignments for each course and inform their submission date. But we
don’t give any attention for assignments and they are worked by other individuals
(graduated from public universities in regular program) mostly we pay for them.
Another interviewed distance learner (DL5) also says that;

The institution gives us assignment papers when we register in each semester. They give
the time up to two months to submit our work on assignments. But we start to think about
assignments in the last week or the left initial days of the submission date. It is good, if we
have a chance to copy from other individuals who have done previously, unless and

otherwise we are obliged to pay for individuals to do such things.

In the implementation of tutor marked assignment, the one sample t-test result shows that there
was a statistically significant difference between expected and observed mean with the value of;
(M=3.84, SD=1.576; t(133)=6.139, P=".000).
In my interview on tutor marked assignments, DL4 said that:
Tutor marked assignments are not provided in a separate sheet of paper like measured
assignments. Rather TMAs are included in course modules. At the end of the chapter there
are tutor marked assignments which are expected to do by students and asking clarification

on them during our tutorial session. But all distance learners reject them to do because the
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institution and tutors are not obliged us to do and also TMAs have not any value for our

grade.

For distance learners displaying their result on time is one of the essential issues. Regarding with
this the one sample t-test result shows that there was a statistically significant mean difference
between the observed mean and the expected mean under the condition of (M=1.46, SD=.801;
t(133)=-22.338, P=.000). The result indicates that Alpha University College never displays the

learners result on time.

In addition to the data collected by close ended questioner from sample distance learners, my
informal observation and interview also confirmed the result of problems in displaying students
result on time.

The students are complained about their grade reports and assessment results. I asked some
students about this serious issue

DL6 revealed that:

I was registered for this program before three years to study my BA degree in Alpha

University College. I have paid all the fees required for each semester and course. But |

never had seen my grade reports for three years. Lastly when I asked them to give my

degree they say you have incomplete cases in three courses. I was very angry and why it is
occurred? But they explain that it is not the problem of the center and correcting the exam
and displaying the result is the mandate of head office. Due to that I have not received my
degree for one additional year besides to the required three years duration.

DLS also gives the interview emotionally about the institution and says that:

We are obliged to pay the tuition fee during my registration and we have to do that. We
distance learners fully mastered our responsibilities. But the institution has not any respect
about our rights. Displaying our result on time is their mandate. But it does not do it and
only they collect their money. It looks like profitable organization without considering their
customers. Due to that I have no idea about my results for previous semesters and I lost my
hope to receive my degree on my plan.

The researcher was also conducted an interview with center coordinator and he revealed that:
As a coordinating office, our role is to give exams that are prepared from the head office. The

assignment and exam correction is done by the head office in Addis Ababa and the grade is also
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prepared. Some times during the process of packing the student’s examination paper and

assignment or in the time of transportation exam sheets and assignments are lost and the grade

report will be incomplete. I know it is a challenging issue for our learners. But it is not the

problem of branch coordinating office.

The other academic support is giving feedback for distance learners about their assignment and

learners overall performance. In this regard the one sample t-test result shows that the institution

never gives any feedback on learner’s assignments and on their overall academic performance.

The interview with distance learner about feedback provision on their assignments and academic

performance indicates that the institution does not give any feedback. Accordingly, DLS5 said

that:

I submit the assignments on the predetermined schedule. After that [ don’t know anything
about it. I don’t know what questions are done in a better way and what questions are not
and also, I have no idea about my result out 30%. Even I don’t know my cumulative GPA
in all courses and semesters. I hope I know it when I receive my official transcript after

this semester.

I have also conducted an interview with the center coordinator with regard to feedback

provision. Accordingly, he said that:

It is distance education institution and can’t be treated as regular programs in private and
public universities. Distance education system by its nature is difficult to provide
feedback. The students are far from the institution and we have a contact only on exam
schedules. Their exam also is not corrected by center staffs. All exam sheets and
assignments are prepared and corrected by the head office in Addis Ababa. So in what

way we provide feedback on their academic performance?

The other interviewee in the center, registrar office officer also says that:

Frankly speaking raising the issue of feedback in distance education institution is an
amazing. In what way we give feedback for our learners? Are learners really wanted to
know their academic performance? I don’t think so. The intent of distance learners is only

to accomplish the required year and receive their certificate.
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Lastly on the issue of library services the one sample t-test result shows that the respondents
reported that they never got library service in the students living area and online library service.
The t-test result on the two items shows that (M=1.32, SD=.623; t (133) =-31.175, P= .000).
Besides to the respondents report on the issue of library service my observation result shows that
there is a shelf with some reference books in the center located in one office. The center staff
members call it as it is a library but it serves as an office by the resource center and exam issue
officer. In my interview with distance learners DL5 said that:
There is library service in the center and I think accessing library service is not a mandate
for distance education institutions. Because learners are far from the coordinating center
and they should be treated as distance learners not as conventional classroom learners. I
have no any complain about library services.
Other interviewee student also revealed that the unavailability of library service and said that:
I believe that accessing online libraries is a better way to support distance learners who
they are living far or near to the college. Learners can use the service wherever they live if
there is internet access. The ministry of higher education should work with private

distance education institutions on this issue for future generation.

In the researcher interview, resource center and exam issue officer also confirmed that;
Yes there is no library service for learners. I think learners will not have an interest and
time to use library in the center. I believe that online library service will be an alternative
approach for distance learners. But there is no direction from ministry of higher education
as well as other responsible bodies in federal level to access online library service for
distance learners. Even online library service will be applied unavailability of internet
access and its cost also has an impact on its implementation.

Table 8: One sample t- test result on cumulative academic support services

Test Value = 36

M SD T Df | Sig. (2- Mean 95% Confidence Interval
tailed) Difference | of the Difference
Lower Upper
Academic support | 23.007 | 3.762 | -39.971 | 133 | .000 -12.992 -13.635 -12.349
services

As shown in the table above, the cumulative one sample t test value on the academic support

services indicated that academic support service was implemented in rarely manner.
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Table 9: Independent sample t-test result on frequency of student support service
across the respondent’s sex, residence and marital status

Demographic variables Category N Mean SD T Df P-value
Sex of respondents Male 68 2.07 3027 621 132 985
Female 66 2.04 2704
Residence Rural 44 2.05 3081 -.176 132 .838
Urban 90 2.06 2772
Marital status Single 51 2.09 2723 1.379 132 574
Married 83 2.03 2935

In the table above the independent-samples t-test result shows that there was no a statistically
significant mean difference between male and female distance learners in the frequency of
student support service in the score of (M =2.07, SD = .3027) for males and females (M = 2.04,
SD = .2704; t (132) .621,p = .985). Similarly Regarding with their residence there was no a
statistically mean difference between learners from rural and from urban with a mean score of
rural (M=2.05, SD =.3081) and urban (M=2.06, SD=.2772; t (132) -.176, p=.838). In the same
table there was no a statistically significant mean difference between single and
married respondents in the value of single (M=2.09, SD=.2723) and married
(M=2.03, SD=.2935; t (132) 1.379, p=.574). The independent t-test result on
frequency of student support service indicates that there was no a statistically mean
difference between male and female, rural and urban as well as single and married

respondents.
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Table 10: One way ANOVA on frequency of student support service across the
respondent’s age, educational background and monthly income

Demographic variables Category N M SD F Df  P-value
Age of respondents 20-30 70 2.08 2683 2.062 2 131
31-40 41 2.05 2740 131
41-50 23 1.94 3454
Total 134 2.05 .2866 133
Educational background Grade 12 completer 20 2.19 2907 3.852 2 .024
Diploma holder 80 2.06 2613 131
other 34 1.97 3171 133
Total 134 2.05 .2866
Monthly income No income 16 2.00 2082 .638 4 .636
up to 1500 33 2.09 2934 129
1501-3000 40 2.04 3344 133
3001-4500 24 1.99 2524
Above 4501 21 2.09 2723
Total 134 2.05 2866

As it is clearly observed the result of one way ANOVA, f (2,131)= 2.062; P=.131) concerning
the age of respondents the result showed that there was no a statistically significant mean

difference among three age groups in the responses on frequency of student support system.

Regarding with respondents educational background the one way ANOVA result f (2, 131)
=3.852; p=.024) with respect to educational background of respondents there was a statistically
mean difference between grade 10 completers, diploma holders and other learners on the
frequency of student support system. The difference was occurred between groups of grade 12

completers and other learners with the p value of (P=.006).

Based on the monthly salary of the respondents the one way ANOVA result f (4, 129) =.638;
p=.636) there was no a statically significant mean difference between groups of the monthly

income of no income, 1-1500, 1501-3000, 3001-4500 and above 4501 ETB.

4.1.2.2- Perceived quality of providers of student support services

For effective student support service to take place a provider should be professionally competent
that is having enough knowledge and skills on how to provide the support services to a distance
learner(Kabate, 2016). Thus in this study the implementation of student support service was
measured by the quality of student support service implementers. The result is presented in the

table below.



Table 11: Providers of student support service

No | Items Yes No
No | % No | %

1 Who provides the administrative supports?
1.1 | A person with good technical and administrative skill 21 15.7 113 | 84.3
1.2 | Anyone in the center who is incapable and inexperienced 113 | 84.3 21 15.7
2 | Who provides counseling services?
2.1 | A person who have professional qualification 23 17.2 111 | 82.8
2.2 | Simply a technician or anybody in the center 111 | 82.8 23 17.2
3 | Who provides academic services?
3.1 | Experienced teachers 26 19.4 108 | 80.6
3.2 | Inexperienced and incapable teachers 108 | 80.6 26 | 194

Regarding with the providers of administrative support services, 84.3% of the respondents reported
that anyone in the center who is incapable and inexperienced provides administrative support

services compared with the result of 15.7% of the participant’s respond that a person with good
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technical and administrative skill provides the administrative support service. In my interview with

distance learners DL9 said that:

I don’t think that the providers of administrative support in Alpha University College are

professionally competent to deliver effective support service. The learners also don’t

expect professional quality from the center. The only thing we distance learners want from

the institution is adequate information with respect.

Center coordinator was interviewed on the issue and he responded that:

Thus the result of data shows that implementers of support service in the institution lacks

adequate knowledge to support the learners with varied backgrounds and other related

Our staff members are recruited on the minimum requirement of the position to facilitate

the registration and application process and most of them are diploma holders and have no

further qualification to support distance learners. Besides to their regular day to day activity
in the institution all of the employees have an obligation to support distance learners by

giving the information that the learners want to gain.

responsibilities.

Regarding with providers of counseling service, only 17.2 % of the respondents reported that a

person with professional qualification provides counseling service and the rest of 82.8%
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respondents reported that implementers of counseling service are simply the individual in the
center. In addition to this the qualitative data obtained from the interview was consistent with

this quantitative result and DLS5 said that:

We are distance learners. Even if we face different social, financial and psychological
problems, we try to solve them personally. We don’t need help and consultancy from the
institution in our personal matters. Even we need the service of counseling there is no

professional in the institution to solve our problems by giving adequate advice.
In the center staffs resource center and exam issue officer said that:

“We have a contract with one social counseling professional to deliver counseling service for

our learners. But learners never asked to gain this type of service”.
Registrar officer also said that:

When students apply for study in the first time they have misconception on how to study
under distance mode of delivery. They ask about exam and grade procedures, tuition fee,
number of tutorials and exam schedules and the number of years to accomplish.... then I
gave the information to students and counsel them, sometimes by combing two or more

students so that they know the nature of study in Alpha university college

On the academic issues of tutorial services majority of the respondents (80.6%) reported that
tutorial providers are inexperienced and incapable teachers. This implies that student support
providers in the studied institution lack professional qualification and there is no standardized
guideline to recruit providers of support service for distance learners.
In the interview with distance learner DL7 said that:
In the tutorial sessions the only thing tutors do is reading the instructional materials hastily
without adequate explanation in the contents. The tutors also have not willingness to
discuss with the doubts of the students and they don’t give any feedback on our
assignments. Most of them are in experienced in higher education curriculum.
Center coordinator also confirmed that the tutors took the contract to give tutorial programs

without the standardized guideline.



4.1.2.3- Methods to address student support system

Even if in the last decades addressing student support service in distance education is limited by
traditional systems like printed instructional materials now a time technology has resulted in modes
of delivery that can enable a “virtual” multimedia learning environment by including simple to
sophisticated technologies (Dominique, Catherine and Greenwood, 2004). Thus in this study the

methods the studied institution used to address the support systems was evaluated and the result

presented in the table below.

Table 12: Evaluation of methods used to deliver/address student support system

Yes No

No | Items No % No %

1 | One to one/ Face to face 117 87.3 17 12.7
2 | Telephone 82 61.2 52 38.8
3 Email 5 3.7 129 96.3
4 | Bulletin board 114 85.1 20 14.9
5 | Letters via post & text messaging 9 6.7 125 93.3
6 | Information desk at provincial centers 95 70.9 39 29.1
7 | Audio/video 9 6.7 125 93.3
8 | Seminars and workshops 0 0 134 100

In the evaluation of methods used to deliver the support services, the results in the above table
shows that 117(87.3%) of the respondents reported that the institution provides the support

services one to one /face to face during the time learners come in the center in person. The

researcher also interviewed the students about the method of face to face/ one to one.

Related to the quantitative result DL3 on the interview replied that;

I have gained some information regarding to the grade report, exam result and assignment
submission dates in the center by asking center coordinator and resource center officer as
well as registrar officer. In addition to information I have received the course modules in

the distance education center. But I prefer the information delivery shall be by using Email

accounts.

The other student I have interviewed also confirmed the first learner idea and DL2 says:
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Due to the nature of my job I traveled to Gondar monthly or within two weeks. During
that time I always visit the center for new information. Sometimes center staffs have
not willingness to answer their cell phone and office telephone. Therefore always I

prefer to contact them in person.

The institution uses bulletin boards to announce students about tutorial program, exam schedule
and assignment submission date. Concerning with this 114(85.1%) of the respondents confirmed
that bulletin boards are used as a method to address support services for them. In relation to this,
during my informal observation in the center, I observed that there is a bulletin board in the
center and the institution announces the schedule of exam and tutorial programs, the web site of
the institution, the requirements of student’s delegated body and other information on the board
as well as the wall of the office. Regarding with this the interviewed distance learners doesn’t
prefer bulletin boards as a mode of information dissemination. DL9 said that:

The institution advertises different new information on bulletin boards. But we can’t see

and use the information unless we come to the center and saw that letter of

announcement. Due to the changed date of exam and their advertisement on the board I

missed one semester test when I was first year student.

Thirdly the majority of learners reported that 95(70.9%) they gain the student support service by
information desk at provincial centers. In my observation there is no a position which is named
information desk and there is no man power and office. But my interview with the center
coordinator indicates that the center secretary serves as for both services (secretary and
information desk). The coordinator said that: Mainly when we recruit the secretary for the center
we assume that he/she will be served as a secretary and information desk officer. Because the
work of typing is occasional in distance education centers and secretaries are responsible to give

information for our learners as information desk officer.

Telephone is the other method which is widely used to deliver support services for distance
learners in Alpha University College. Among the total sample of the study 82(61.2%) of the
respondents confirmed that they receive the support services via telephone. In addition to the
data of the questioner the researcher also interviewed some students and center staffs about the

modes of delivery in student support system.
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Center coordinator says that: We inform students about the tutorial session and assignment
submission via our cell phone and office telephone. The students also call for us if they want to

know about exam and tutorial schedules as well as their grade reports.

Resource center and exam issue officer also confirmed that:
My position is resource center and exam issue officer. But the name of the position is
differing from my duties and responsibilities. Distributing course modules, giving
information for learners, calling the students if there is new information and answering the
calls from learners and head office via my cell phone, collecting student’s worksheet and
assignments, packing the work of students and sending to Addis Ababa Alpha University

College head office are all my responsibilities in this center.

In the interview with distance learners DL4 said that: In my work place I am too busy by
different responsibilities. I came to the center only for the exam schedule. I gained all the
information I want via telephone. Sometimes they call for me if there is new information
especially if the exam date is postponed. Telephone is the most preferable mode to communicate

with the coordinating center.

On the other methods to deliver student support service for learner’s insignificant number
5(3.7%), 9(6.7%), 9(6.7%) and none of the respondents show their positive answer for Email,
letters and text messages, Audio/ video and workshops and seminars respectively. In these four
methods of delivery majority 129(96.3%), 125(93.3%), 125(93.3%) and 134(100%) of the
research participants reported that they doesn’t receive any support system through email, letter
via postal service and text message, audio/video and seminars and workshops respectively.
During my informal communication with distance learners they reported that email, face book
page and telegram channels should be functional by the center to exchange the messages about

different educational issues.
4.1.3- Learners satisfaction on student support system
The task of the distance education program is not to directly increase persistence rates or

completion rates but rather to provide services that encourage the student satisfaction that

subsequently promotes probability of completion. Satisfying distance learners may not be
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possible; however, developing an educational environment that will contribute to student

satisfaction is possible. Thus high quality support services will encourage

satisfaction(Tallman, 1994).

4.1.3.1- Learner’s satisfaction on administrative support services

student

The table below answers the question of are the participants of the study satisfied with the

administrative support services?

Table 13: One sample t- test result on the evaluation of learner’s satisfaction in administrative

support service

No | Items Test Value =3
M SD T Df | Sig. Mean | 95%
(2- Differ | Confidence
tailed) | ence Interval of the
Difference
Lower | Upper
1 Administrative supports: : how
satisfied are you on:
1.1 | provision of information during the 3.86 | 1.361 | 7.300 | 133 .000 .858 .63 1.09
application process
1.2 | provision of information (attachment of 3.58 | 1.437 | 4.689 | 133 .000 582 .34 .83
documents, giving ID, etc.) during
registration
1.3 | Notification of change of addresses 2.99 | 1.306 | -.066 | 133 947 -.007 |-23 22
1.4 | Timely notification of place of exam 3.81 | 1.346 | 6.932 | 133 .000 .806 .58 1.04
centers
1.5 | Provision of information on examination | 2.19 | 1.164 | -8.086 | 133 .000 -813 | -1.01 |-.61
and grading procedures timely
1.6 | Notifying students regarding the deadline | 3.69 | 1.283 | 6.196 | 133 .000 .687 47 91
to submit the assignments and TMA
1.7 | Timely distribution of educational 2.15 | 1.242 | -7.932 | 133 .000 -851 | -1.06 |-.64
materials

The results of the evaluation of learner’s satisfaction on administrative support services indicate
that, most of the learners were dissatisfied and very dissatisfied with the listed items under
administrative support service. In the table above, the one sample t-test result shows that, there
was no a statistically significant difference on one item only which is informing students when

the institution changes address. In this item the mean score was 2.99 with a mean difference of -
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.007 in the P value of (P=.947). The result indicates that the learners are neither satisfied nor

dissatisfied in the informing of change of address.

In the same table above the one sample t-test result shows that learners reported their
satisfaction on four items which are; on the giving of adequate and enough information during
application, on the provision of information (attachment of documents, giving ID, etc.) during
registration, on the informing of exam centers on time and on the notification of the deadline to
submit the assignments and TMA. This implies that when it is compared with other services, the

institution works better in disseminating information for distance learners.

The researcher also interviewed the resource center and exam issue officer and registrar center
officer about the information dissemination of the coordinating office. Resource center and
exam issue officer said that;
Since our customers are distance learners and they are living far from the center, they
want to gain information about different issues such as the schedule of exam, submission
date of assignments, grade reports and incomplete cases e.t.c. I understood that and gave

any information via my cell phone. I hope they are satisfied by this service.

Similar with resource center and exam issue officer, registrar officer also said that: During the
time of registration I received their address with phone numbers. It is keeping in our shelf for a
long time. Thus we can call them if there is new information via office telephone as well as our
advertisement on the notice boards.
In the items provision of information on examination procedures timely and distribution of
educational materials learners reported their dissatisfaction in the mean score of 3.67 and 3.69
respectively.
The interview with distance learners confirmed the quantitative data. Accordingly DL8 said
that:
In Alpha University College there is no efficient number of modules. When we ask to give
modules always their answer is “there is no module and we will give you when the head
office releases”. Then we lose our hope to get the course modules and set on exams
without any preparation. Due to that I am very dissatisfied by the system of module

distribution.
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Since distance learners are separated from the teacher and the institution they have special

needs: the need of information to help learners relate to the institution and understand its system,;

maintain motivation and overcome learning problems; institutional identity, which is some

means of helping learners identify with a remote institution and to feel that they are part of a

body of learners rather than studying in isolation; and advice on how to study; as well as that

provided within the course itself, learners often need additional support to guide good study

techniques (Kabate, 2016). In terms of the counseling services delivered by Alpha University

College the learners satisfaction were evaluated and the results presented in the table below.

Table 14- One sample t- test result on the evaluation of learner’s satisfaction in counseling

support service

No | Items Test Value =3
M SD T Df | Sig. | Mean | 95%
(2- Differ | Confidence
tailed | ence Interval of the
) Difference
Lower | Upper
2 Consultation services: how satisfied are
you on:
2.1 | assigning of working hours for consultation | 1.49 .891 -19.693 | 133 | .000 | -1.515 |-1.67 | -1.36
services
2.2 | provision of counseling services to students | 1.62 1.046 | -15.275 | 133 |.000 |-1.381 |-1.56 |-1.20
who are in difficult financial situations
2.3 | provision of counseling services to students | 1.51 .891 -19.400 | 133 | .000 | -1.493 |-1.64 |-1.34
who are experiencing family problems
2.4 | maintaining student's motivation 1.65 .960 -16.291 | 133 | .000 | -1.351 |-1.51 |-1.19
2.5 | the giving of advice to allocate sufficient 1.64 .945 -16.635 | 133 | .000 | -1.358 |-1.52 |-1.20
time to study
2.6 | Support of students with Physical 1.57 .880 -18.857 | 133 | .000 | -1.433 |-1.58 |-1.28
difficulties
2.7 | Advice to balance conflicting commitments | 1.83 1.205 | -11.257 | 133 | .000 |-1.172 | -1.38 |-.97
2.8 | Personal counseling services for 1.58 .960 -17.096 | 133 | .000 |-1.418 |-1.58 |-1.25
confidential matters
2.9 | The counseling service to decide to study 1.90 1.194 | -10.632 | 133 | .000 | -1.097 | -1.30 | -.89
through distance mode
2.10 | counseling services for students when they | 1.66 1.098 | -14.168 | 133 | .000 |-1.343 | -1.53 | -1.16
are tempted to withdraw or quit their
education for various reasons
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In all ten items of counseling support services the one sample t-test result shows that the

respondents reported that they are very dissatisfied and dissatisfied. The mean score of the

respondents in all items was under the expected mean with a P value of (P=000). In my

interview DL9 also confirmed that the quantitative data and said that;

The institution does not provide the service of counseling for learners in different

difficult situations. For instance in two subsequent academic years I filled the drop out

form twice without any advice in the institution. They don’t care whether we continue or

terminate our learning. Thus I feel the issues of distance learners are the neglected one

and I am very dissatisfied by the counseling services.

The other distance learner (DL6) also said that;

I filled this questioner and I evaluate the items listed under counseling supports. I am in

doubt if there is distance education institution which delivers the listed items for learners

in Ethiopia. The only thing the institutions do is delivering information about exams and

assignments. I don’t expect other services from distance education institution.

Table 15: One sample t-test result on learner’s satisfaction in cumulative administrative support
services including consultation service

Test Value = 51

M SD T Df Sig. (2- | Mean 95% Confidence
tailed) Differe | Interval of the
nce Difference
Lower Upper
Satisfaction of students on 41.44 7.798 -14.179 | 133 .000 -9.552 | -10.88 -8.21

cumulative administrative
support services

As shown in the table above, the cumulative result of administrative support services on one

sample t test result indicated that distance learners in Alpha University college reports their

dissatisfaction on administrative support services.

4.1.3.3- Learner’s satisfaction on academic support services

Academic student support services are an essential element to help distance learners. This

academic support service includes mainly tutorial service, feedback provision, assignments and
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library services. Regarding with this support service learners satisfaction were evaluated by this

study and the results are presented in the table below.

Table 16: One sample T-test result on satisfaction of learners in academic support service

Items Test Value=3

No M SD T df Sig. Mean | 95% Confidence

(2- Differ | Interval of the
tailed) | ence Difference
Lower | Upper

3 Academic support services:
how satisfied are you on

3.1 provision of on time tutorial 1.75 977 -14.771 | 133 .000 -1.246 | -1.41 -1.08
session

3.2 | Allowance of students to send their | 1.68 .855 -17.886 | 133 .000 -1.321 | -1.47 -1.17
queries through postal service

3.3 | Assistance of learners to contact 1.60 814 -19.856 | 133 .000 -1.396 | -1.53 -1.26
their tutors via phone when they
have question

3.4 | Exchange of academic related 1.57 750 -22.103 | 133 .000 -1.433 | -1.56 -1.30
information with the institution by
using email and other technologies

3.5 | Timely display of students’ 1.46 583 -30.664 | 133 .000 -1.545 | -1.64 -1.45
academic result

3.6 | Assigning of academic advisors for | 1.54 732 -23.018 | 133 .000 -1.455 | -1.58 -1.33
learners

3.7 | Provision of clear and adequate 3.81 1.374 6.792 133 .000 .806 .57 1.04
measured assignments

3.8 | Provision of relevant tutor marked | 3.57 1.558 4.214 133 .000 567 .30 .83
assignments

3.9 | Provisions timely feedback on 1.47 .679 -26.068 | 133 .000 -1.530 | -1.65 -1.41
students overall academic
performance

3.10 | Timely feedback on students’ 1.51 743 -23.242 | 133 .000 -1.493 | -1.62 -1.37
assessment results

3.11 | Assistance of students to access 1.54 .837 -20.120 | 133 .000 -1.455 | -1.60 -1.31
library services in their vicinity

3.12 | Provision of online library services | 1.68 .864 -17.705 | 133 .000 -1.321 | -1.47 -1.17
for learners

Despite the fact that the overall results on the evaluation of the learner’s satisfaction on the

academic support services, the results yielded negative responses. In order to evaluate the

satisfaction of students on the academic support service they have received from the institution,

respondents were asked whether they are satisfied or not on the issue of tutorial services.

Accordingly, the one sample t-test result shows that there was a statistically significant mean
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difference between expected and observed mean (M=1.75, SD=.977; t (133)=-14.771, P=
000,(two tailed).This indicates that the respondents report their dissatisfaction on the item of on
time tutorial service provision. On this issue I have interviewed distance learners and they
express their dissatisfaction. For instance, DL7 said that;
The tutorial sessions are very short. In the scheduled program the allotted time is two
hours but the tutors give one hour tutorial without adequate preparation. In three years,
duration I was attended the tutorial session once a time and telling the truth I am not

satisfied by the tutorial program.

In the same issue DL10 also confirmed that; when we think about distance education the matter
of tutorial service is integrated with the concept of distance education. But the tutorial sessions
are prepared not for the sake of helping learners. It is for flaunt without purpose and I am very

dissatisfied by the tutorial services.

In the second item which is facilitating situations to ask clarification for questions via
correspondence there was a statistically significant mean difference between the observed and
the expected mean(M=1.68, SD=.855; t(133)=-17.886, P= 000,(two tailed). This indicates that
distance learners express their dissatisfaction regarding with the academic support services via
correspondence.
Regarding with the issue DL3 said that;
The postal service of Alpha University College is served as to send and receive our official
transcripts. But the service is not easy and it takes much time and I am not satisfied by the
service. But I don’t want to say anything about to ask clarifications through

correspondence. I don’t know if the service is available or not in the institution.

The other academic support service which is communicating with tutors via telephone, the one
sample t test result shows that the respondents were dissatisfied by the service with (M=1.60,
SD=.814; t(133)=-19.856, P= 000,(two tailed). In addition to quantitative data, qualitative result
which was collected by an interview also confirmed that learners are dissatisfied by the
communication between tutors and learners via telephone. Accordingly, DL4 said that:

I remember that in my first year second tutorial session one tutor gives the phone number

and tells us to call him if we want to ask clarification in the module. But when we call
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him, the phone was not answered. After that I don’t believe that communication with

tutors via phone is easy and applicable.

Similarly on the item of learner’s communication with tutors and the institution through different
medias, the respondents indicated that they are not satisfied by their communication via email
and other technologies in different academic issues with tutors and the institution with (M=1.57,
SD=.750; t(133)=-22.103, P= 000,(two tailed). Regarding with this in my interview DLS8 said
that;
I am a graduate class student in public university in the field of engineering. To be
competent in the labour market after graduation, I was applied three years before in Alpha
University College in the field of management. They have an email and telegram and
always I try to use them to communicate with administrative staffs and tutors. But the
accounts are not functional and I am not satisfied.
The respondents also asked if they are satisfied or not on the issue of on time display of their
result. The respondents reported that they are not satisfied with the statement of displaying
students result on time with (M=1.46, SD=.583; t (133)=-30.664, P= 000,(two tailed). In my
informal conversation with learners during my data collection, many learners complain about the
system which their result is displaying. The interviewed distance learners DL1 and DL5also
explained their dissatisfaction as follows:
DL1; I think the mandate to prepare and correct the exams and assignments should be given to
coordinating offices. The system of the head office to accomplish the tasks related to display
students result is very bulky and time consuming. Due to that learners are dissatisfied.
DL5; In Alpha University College taking exams and doing assignments is very easy. But
receiving the grade reports in each semester and the official transcript after the accomplishment

is very tiresome. We are not satisfied by their system.

In over all evaluation of the academic support services, learners indicate their satisfaction only
on the issue of assignments. On the issues of measured and tutor marked assignments learners
were asked if they are satisfied or not by the assignments clarity and adequacy, accordingly
there was a statistically significant difference between expected mean and observed mean on the

clarity and adequacy of measured assignments (M=3.81, SD=1.374; t(133)=6.792, P= 000,(two



79

tailed) and on the relevancy of tutor marked assignments (M=3.57, SD=1.558; t(133)=4.214, P=
000,(two tailed). On my interview DL10 indicated that;
I hear that some universities gave only final exams measured out of 100% for learners.
But Alpha University College uses two types of assessment methods which are
assignment and final exam. It gives a chance for learners to score a good grade result as
assignment is a continuous assessment. I know assignment papers are not improved and
they are the same with last year papers like exams. But I am happy by the assignments

clarity and adequacy.

On the same issue DL7 said that; Even if we are not giving any attention for tutor marked
assignments, the contents in TMAs are very relevant. I think it can improve learners study habit

and academic performance.

On the issue of feedback provision, the one sample t-test result in table above shows that the
respondents are dissatisfied by the service of timely feedback on their assignment and overall
academic performance. This implies that the feedback provision system of Alpha University

College is very weak. .

Lastly on the services of library delivered by the institution research participants were asked
whether they are satisfied or not on the issue of library services in the learners locality and online
library services. Respondents reported that they are dissatisfied with the value of (M=1.54,
SD=.837; t(133)=-20.120, P= 000,(two tailed) on accessibility of library service in the students
living area and (M=1.68, SD=.864; t(133)=-17.705, P= 000,(two tailed) on accessibility of

online library service.

Table 17: One sample t test result of learner’s satisfaction on cumulative academic support
services

Test Value = 36

M SD T Df | Sig. (2- | Mean 95% Confidence
tailed) | Differe | Interval of the
nce Difference
Lower Upper
Learners satisfaction on 23.17 3.622 | -40.965 | 133 | .000 -12.820 | -13.439 -12.201
cumulative academic supports
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As shown in the table above, the cumulative one sample t test value on the satisfaction of
academic student support issues, the result indicated that distance learners in Alpha University
college reports that they are very dissatisfied by the academic support services.(M=23.17,
SD=3.622; t(133)=-40.965, P=".000)

Table 18: Independent sample t-test result on satisfaction of learners on student
support service across the respondent’s sex, residence and marital status

Demographic variables Category N Mean SD T Df P-value

Sex of respondents Male 68 2.25 3086  .774 132 .566
Female 66 2.21 3352

Residence Rural 44 2.23 3115 354 132 245
Urban 90 2.22 .3402

Marital status Single 51 2.18 3515 -1.086 132 .695
Married 83 2.24 3109

In the table above the independent-samples t-test result shows that there was no a statistically
significant mean difference between male and female distance learners with the score of (M
=2.25, SD = .3086) for males and females (M = 2.21, SD = .3352; t (132) p = .566). Similarly
regarding with their place of residence there was no a statistically mean difference between
learners from rural and from urban with a mean score of rural (M=2.23, SD =.3115) and urban
(M=2.22, SD=.3402; t (132) p=.245). Concerning with their marital status there was no
statistically significant mean difference between single and married respondents. (M
=2.18, SD = .3515 for single respondents and for married (M = 2.24, SD = .3109; t (132) p =
.695).
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Table 19- One way ANOVA result on satisfaction of learners on student support service
across the respondent’s age, educational background and monthly income

Demographic variables Category N M SD F df P-value
Age of respondents 20-30 70 2.24 2833 .194 2 .824
31-40 41 2.20 3665 131
41-50 23 221 3744
Total 134 2.23 .3249 133
Educational background Grade 12 completer 20 2.36 4017 2.312 2 .103
Diploma holder 80 2.22 2985 131
other 34 2.17 3233 133
Total 134 2.23 .3249
Monthly income No income 16 2.29 2133 3.125 4 .017
1-1500 33 231 3209 129
1501-3000 40 2.12 2899 133
3001-4500 24 2.32 2276
Above 4501 21 2.11 4664
Total 134 2.23 .3249

On the above table the result of one-way ANOVA, F (2,131) =.194; P=.824) concerning the age
of respondents the result showed that there was no a statistically significant mean difference

among three age groups in the responses of learner’s satisfaction on student support services.

In the same table the one-way ANOVA result with respect to educational background the

respondents shows that there were no a statistically significant mean difference across groups.

When the comparison made between the groups based on their monthly income, one way
ANOVA, F(4,129)= .3.125; P=.017) the result showed that there was a statistically significant
mean difference among five groups in the responses of learners satisfaction on student support
services. The mean difference were between the groups of monthly income of 1-1500 with
1501-3000 p value of (P=.012) and with the other group which is monthly income of above 4501
with the p value of (P=.025). The other group 3001-4500 has also a mean difference with the
group of 1501-3000 with a p value of (p=0.15) and with the other group above 4501 in the value
of (p=.026)

4.1.4- Challenges of student support service
On the above discussions one can understand that academic and administrative support systems

are not implemented properly and learners are dissatisfied by the services provided by the

studied institution. But even learners have a desire to use the available services in the institution
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different challenges will contribute to hinder their participation in the learner support services

and those challenges may be personal, institutional or instructional in nature.

4.1.4.1- Learner related challenges

Among different challenges which hamper distance learners to gain the student support service
most of them are personal. The most reported challenges which are related with individual
distance learner are lack of sufficient time for study, difficulties in access and use of ICT and

lack of family support(Musingafi et al., 2015).

Table 20: One sample T-test result on student support service challenges (learner related
challenges)

No | ['am not benefiting from the support Test Value =3
services because of: M SD T Df | Sig. Mean 95% Confidence
(2- Differen | Interval of the
tailed) | ce Difference
Lower Upper
| Expensiveness in terms of 3.81 | 1.629 | 5.727 133 | .000 .806 .53 1.08
communication, time and travel
’ Competing commitments (work and 3.64 | 1.873 | 3.966 133 | .000 .642 32 .96
family related)
3 high workload and lack of time 3.60 | 1.840 | 3.756 133 | .000 .597 .28 91
4 Inconvenient of the service provision 4.01 1.629 | 7.159 133 | .000 1.007 73 1.29
methods
5 Lack of technical skill when the support | 3.78 | 1.720 | 5.225 133 | .000 776 48 1.07
service is via computer
6 Lack of family support to attend support | 3.60 | 1.852 | 3.731 133 |.000 597 28 91
services
7 employers challenge to give leave during | 3.58 | 1.901 | 3.545 133 | .001 .582 .26 91
tutorial and exam schedule
] I don't think I need a support 3.46 | 1.870 | 2.863 133 |.005 463 14 .78

In the evaluation of challenges related with individual distance learners the respondents agreed
with the statement of expensiveness in terms of communication, time and travel challenges them
to access student support services in the value of (M=3.81, SD=1.629; t(133)=5.727, P=
000,(two tailed). In open ended questioner respondents indicate that traveling from their living
area to distance education center is time consuming and very costly. Due to that they prefer to

call for center staff members and telephone cost is very low and it saves learners’ time.
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In the same table learners were asked if their conflicting commitments hinder or not to the
support provision. With the value of (M=3.64, SD=1.873; t(133)=3.966, P= 000,(two tailed)
learners report their agreement with the statement. The interview with learners also confirmed
the quantitative data.

DL9 said that;

I study this distance education program with many conflicting commitments. I am
government employee and my job is very tiresome and it is full time from 2:30-11:30, I am
married and the mother of three children. After my office hour I am a care giver for my husband
as well as my three little children with other social responsibilities like mehaber. Due to that I
have no time to attend tutorial sessions and receive other support services. Most of the time I
delegate the other person to accomplish the tasks in the university college like registering and

submitting assignments and worksheets.

The other interviewed individual DL5 declared that;
I am a head of one governmental office in remote woreda. Surprisingly in our political
system heads of the office have not a right to upgrade their educational status without the
scholarship program offered by the government. Thus with many conflicting commitments
in the office I attend the program secretly. If the administration knows this I will lose my

position. Due to that I came to the center on exam schedules only.

In addition to learners conflicting commitments, the respondents reported that their work
overload hinders them to gain support service with the t-test value of (M=3.60 SD=1.840;
t(133)=3.756, P=000,(two tailed). The resource center officer in the interview indicated that;

“It is universal truth that majority of distance learners are employed and they work full time in

employer organization. Thus they are unable to attend the support services like tutorial session.”

The respondents were asked if their low technical skills to use computers can hinder them to
access support services. Concerning this the respondents agreed with the statement of lack of
technical skill challenges them when the support service is via computer (M=3.78 SD=1.720;
t(133)=5.225, P= 000,(two tailed). The interview with DL3 also confirmed that; To some extent

Alpha University College provides course modules via flash disk and CD. But I have not any
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computer skill to read the modules in the computer. I think other learners share this idea. Some

students will not have an access to computers and others lack technical skills to use.

Supporting the learner’s idea center coordinator revealed that;
When we compare distance learners with regular students in public universities, distance
learners are passive to use different technologies. For instance Alpha University College has an

email address; (auc@ethionet.et. / alphauregistrared@ethionet.et. alphaucregistrarr@ethionet.et.

c.), Website; www.alphauniversitycollege.ed.et. And Face book and telegram “alpha university

college”. But the learners are not using this opportunities to get information and other support
services. In last year due to the pandemic of COVID 19, ministry of science and higher education
gives a direction to those learners continue their study at home. That was the great challenge for
learners as well as distance education institutions. Learners have not a required skill and also

they have not accessibility for technologies to read the modules in online mode.

In the same question resource center and exam issue officer declared that;
To overcome the grievance of learners regarding with their grade report, the head office
of Alpha University College implements the student information system (SIS). This
system enables the learners to see their grade report in each course wherever they live.
Because of not having the simple technical skills, learners come here in the center and

ask about their grade report.

Table 15- Independent Samples T-test result in learner related challenges based
on their sex, place of residence and marital status

Independent samples t-test was conducted based on the researcher belief that there will be a

statistical mean difference between male and female, rural and urban and single and married

respondents.

Demographic variables  Category N Mean SD T df P-value

Sex of respondents Male 68 3.339 1.463 -2.703 132 .001
Female 66 3.966 1.203

Residence Rural 44 3.39 1.449  -1.523 132 .106
Urban 90 3.77 1.323

Marital status Single 51 3.70 1.286 .379 132 118

Married 83 3.61 1.429
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In the analysis individual related challenges by using independent t-test based on respondents
sex, and place of residence and marital status there is a statistically significant mean difference
between male and female distance learners. Concerning on these issues female learners are more

challenged than male learners in individual related challenges.

Based on their place of residence, there were no a statically significant means difference between
learners from urban and learners from rural. Thus an individual related challenge affects both

groups.

Based on their marital status, there were no a statically significant means difference between

married and single respondents. Thus an individual related challenge affects both groups.

Table 21- One way ANOVA result of individual related challenges across age, educational
background and monthly income of respondents

One way ANOVA also made due to observe if there is a response difference based on age of

respondents, educational background and monthly income.

Demographic variables Category N M SD F df P-value
Age of respondents 20-30 70 3.85 1.155 9.662 2 .001
31-40 41 3.82 1.399 131
41-50 23 2.71 1.595
Total 134 3.64 1.372 133
Educational background Grade 12 completer 20 3.96 1.425 7.004 2 .009
Diploma holder 80 3.83 1.286 131
other 34 3.03 1.391 133
Total 134 3.64 1.372
Monthly income No income 16 3.30 1.689 3.253 4 0.14
1-1500 33 4.01 1.098 129
1501-3000 40 3.66 1.333 133
3001-4500 24 4.03 1.126
Above 4501 21 2.86 1.544
Total 134 3.64 1.372

On the above table the result of one way ANOVA, F(2,131)=9.662; P=001) concerning the age
of respondents the result showed that there was a statistically significant mean difference among
three age groups in the responses on the individual related challenges of student support system.
The mean score of the age range 41-50, responded that they are disagree with the listed
individual related challenges of student support services, while the other two groups are agreed

with the statements.
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In the same table the one-way ANOVA result F (2, 131) =7.004; p=.009) with respect to
educational background of respondents there was a statistically significant mean difference
between grade 12 completers, diploma holders and other learners on the individual related
challenges of student support system. With the three groups other learners (degree holders and
joined the program to study other field of study) reported that their neutrality in individual

related challenges.

Based on the monthly income of the respondents the one-way ANOVA result F (4, 129) =3.253;
p=.014) there was a statically significant mean difference between groups of no income, 1-1500,
1501-3000, 3001-4500 and above 4501 ETB on the learner related challenges of student support
service. In those five groups the group with no income with the mean score of 3.30 and the group
with monthly income of 4501in the mean score of 2.86 the two groups show their neutrality in

individual related challenges.

4.1.4.2- Institutional related challenges

Institutional related challenges greatly affected learner’s performance and progress. The
challenges including delayed study materials, lack of an effective institutional network for
technical assistance, lack of responsiveness from regional centre, lack of appropriate students
services support and lack or delayed important information challenges distance learners highly

(Musingafi et al., 2015).
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Table 22: One sample t-test result on student support service challenges

(institutional related challenges)

No Institutional related challenges | Test Value =3
T df Sig. (2- | Mean | 95% Confidence
tailed) | Differe | Interval of the
nce Difference
Lower Upper

1 Bureaucracy in the center(bored | 3.69 1.294 6.140 | 133 .000 .687 47 91
and worded tedious system)

2 Institutions’ negative attitude to 3.59 1.305 5.230 | 133 .000 .590 37 .81
support students

3 Inadequate support service with 3.66 1.274 6.035 | 133 .000 .664 45 .88
regard to my need and interest

4 Lack of institutions commitment | 3.59 1.171 5.827 | 133 .000 .590 .39 .79
to support students

5 Remoteness of distance education | 3.35 1.513 2.683 | 133 .000 351 .09 .61
center

6 support services are not delivered | 3.34 1.456 2.670 | 133 .000 336 .09 .58
on time

7 Insufficient time allocation for 3.44 1.479 3.446 | 133 .000 440 .19 .69
support services

8 Lack of adequate skill and 3.60 1.361 5.079 | 133 .000 .597 .36 .83
knowledge of employees to
implement student support

9 Institutional employees low 3.56 1.427 4496 | 132 .000 .556 31 .80
respect towards distance learners

In the evaluation of institutional related challenges which affect the student support system in

distance education institutions, one of the items learners were asked in the close ended

questioner was if bureaucracy in the center challenges them or not to gain the support services.

Accordingly the respondents were agreed with this institutional related challenge with the value

of (M=3.69, SD=1.294; t (133) = 6.140, P= 000, (two tailed). Qualitative result in open ended

questioner also confirmed the same. In open ended questionnaire learners revealed that the

system is tedious especially in the head office. In the coordinating center the services like

module, grade report and official transcript are not available. It is a mandate of head office and

the communication between the head office and coordinating center in each and every activity is

time consuming and the situation is bad for distance learners.
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In the other item which is related with negative attitude of the institution to support students, the
respondents were agreed with the statement with the value of (M=3.56, SD=1.305; t (133) =
5.230, P= 000, (two tailed). Concerning on the issue a learner whom I interviewed also said that:

It is a well-known fact; distance education is a sidelined issue in Alpha University College
as well as other institutions all over the country. The employees in the institution have
negative attitude for the program. Even our colleagues and bosses in our employer

organization also discourage distance learning.

Thirdly learners were asked if the service provision of distance education institution is
convenient. However, the respondents reported that the service provision is inconvenient for
them. Some distance learners whom the researcher interviewed also confirmed the result.
Accordingly, DL6 said that;
I have bachelor degree in computer engineering from Adama science and technology
institute. But there is no job in the market and then I decided to study management in
Alpha University College. When I compared the service provision of private higher
education institution with public universities, there is a huge gap. The systems in private
higher distance education institutions particularly in distance education institutions are very
traditional and inconvenient. For instance, the modes they used to deliver the support
service like notice boards are very traditional and not accessed for distance learners who
are living in remote areas. Why not they prefer telegram and face book accounts to

disseminate information?

In the other statement learners were asked if the support service is based on their need and
interest. With the value of (M=3.66, SD= 1.274 and the P value of P=.000), the respondents
reported that the support service is inadequate and not based on their need and interest. The data

obtained from interview also confirmed that;

The issue of need assessment to know the students’ interest is not a considerable issue in
distance education institution. The institution gives support services as it believes the
support services are important for the students. Students are not part of the plan in any
service delivery without they are treated as a customer. (Alpha University College center

coordinator, April 8, 2021)
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Concerning on remoteness of distance education center, with a mean score of M=3.32 and
P=.000 the respondents reported that the remoteness of distance education center challenges
them to gain student support service. Besides to quantitative data the qualitative data which are
collected through questionnaire also confirmed that the result. The coordinating center is far
from my living area and it is around 190 Kms. In previous years there was coordinating office in
the nearest district and which was better for me. But now it is closed and we are obliged to come
in Gondar coordinating center to gain support services. It is not effective in time, cost and energy
for me.
In my interview DLS8 also confirmed that;
Alpha University College has not enough branch coordinating offices in Woreda. Other
distance education institutions like Rada and St. marry colleges have a coordinating office
in each woreda. Thus, students can get the support services easily in the nearest centers.
But Alpha University College closes five branch coordinating centers within five years

and it increases the cost of learners.

In the institutional related issues, the other factor that students report as a challenge is the
delayed provision of support services. In this item with the mean score of M=3.34 and P value
(P=.000) the respondents agreed that the support services are not delivered on time. Regarding
with this the qualitative data which were collected through open ended questionnaire also
confirmed the quantitative data. Most of the respondents criticize the system as it is delayed to
give the support services on time. For instance, the course modules are not distributed on time

and it affects students result.

Most of the respondents in the open-ended questioner indicated that insufficient time allocation
for support services challenge them to gain the services. As an example, the time allocated for
tutorial service is very few and it pushes the learners to decide not to attend the tutorial class.
Respondents were asked to indicate whether or not institution employees have the required
knowledge and skill to implement the support services. Thus, the learners responded that,
employees lack the required knowledge and skill to support them.

Under institutional challenges which can affect the support service provision lastly students

were also asked whether employees in Alpha University College give respect for them or not.
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With the mean score of 3.56 and P value (P=.000) the respondents reported that the low respect
of employees towards learners in the institution challenges them to gain the support services.
Learners have also written on open- ended questions. They said that employees in the institution
have no respect to the learners and they despite them to ask clarification about different issues
related with module and grade report as well as payment procedures; they also said they do not
understand we are the customers of the institution. In addition, an interview was also made with
learners. With regard to the employees of the institution, of the interviewed learner (DL2)
responded:

Here in Alpha University College the employees have low respect towards their learners.

They are unresponsive and also they don’t want to support us equally. Some students can

get favor by employees due to different reasons and they can receive support services

easily from the institution and other learners are regarded as a neglected in this center.

Table 15- Independent Samples T-test result in institutional related challenges
based on their sex, place of residence and marital status

Demographic variables  Category N Mean SD T df P-value

Sex of respondents Male 68 3.66 .6810 2.059 132 .040
Female 66 3.39 .8355

Residence Rural 44 3.83 3250 -1.523 132 .014
Urban 90 3.38 7936

Marital status Single 51 3.66 7269 1.560 132 281
Married 83 3.45 7891

In the analysis institutional related challenges by using independent t-test based on respondents’
sex, place of residence and marital status there is a statistically significant mean difference
between male and female distance learners. Concerning on these issues male learners respond
that they are agreed with the statements and female learners were in the range of undecided in

the institutional related challenges.

Based on their place of residence, there were a statically significant means difference between
learners from urban and learners from rural. Learners from rural area express their agreement
with the statements under institutional related challenges and learners from urban area were in

the range of undecided.
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Based on their marital status, there were no a statically significant means difference between

married and single respondents. Thus an institutional related challenge affects both groups.

Table 23- One way ANOVA result of institutional related challenges across different
demographic factors

One way ANOVA also made due to observe if there is a response difference based on age of

respondents, educational background and monthly income.

Demographic variables Category N M SD F df P-value
Age of respondents 20-30 70 3.56 .6396 1.552 2 216
31-40 41 3.62 7660 131
41-50 23 3.28 1.074
Total 134 3.53 7702 133
Educational background Grade 12 completer 20 3.68 .6574 .845 2 432
Diploma holder 80 3.54 7710 131
other 34 341 .8299 133
Total 134 3.53 7702
Monthly income No income 16 3.61 7336 578 4 .679
1-1500 33 3.45 6152 129
1501-3000 40 3.43 9268 133
3001-4500 24 3.68 5719
Above 4501 21 3.61 .9030
Total 134 3.53 7702

On the above table the result of one way ANOVA, F(2,131)=1.552; P=216) concerning the age
of respondents the result showed that there was no a statistically significant mean difference
among three age groups in the responses on the institutional related challenges of student support
system. The same with age groups there were no statistical significant mean difference based on

educational background and monthly income.

4.1.4.3- Instructional related challenges

Instructional related challenges also affect learner’s success in distance education. It includes
delayed or ineffective feedback, lack of instructor’s contact and /or inadequate academic
support, unhelpful course information and lack of direction and poor course design

/inappropriate learning materials (Musingafi et al., 2015)
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Table 24: One sample t-test result on student support service challenges (instructional related
challenges)

No | Instructional related Test Value =3
challenges M SD T Df Sig. Mean | 95% Confidence
(2- Differ | Interval of the
tailed) | ence Difference
Lower | Upper
1 insufficient knowledge of 3.82 1.103 8.618 133 .000 821 .63 1.01
tutors regarding with the
subject matter
2 Difficulty to understand tutors | 3.70 1.263 6.431 133 .000 701 49 .92
language in the tutor session
3 Inadequate content of 3.60 1.292 5.416 133 .000 .604 .38 .83
instructional materials
4 Lack of timely feedback on 3.92 1.144 9.287 133 .000 918 72 1.11

students assignment

Concerning the statements under the instructional related challenges, the one sample t-test result
shows that there was a statistically significant mean difference between the observed and the
expected mean on the issue of tutor’s knowledge on subject matter and their language easiness to
understand. Learners were also interviewed with regard to tutor’s knowledge of subject matter
and the language they use. They confirmed that there are problems with the language they use
and the knowledge they have. DL5 revealed that;
In my first year I was attended two tutorial classes in two subsequent semesters. The tutors
are naive and they try only to cover contents of the module theoretically as it is written in
the module. Some tutors read it and passed the topic without any clarification. We distance
learners want to know theories of the module with some practical examples. Due to that |

decide to miss the tutorial sessions.

DL6 also reported that;
Tutors are come to the sessions without any preparation. They don’t have any respect to
the program as well as the learners. Some tutors are very young and I think they have not
an experience in teaching. Just they come in to class and talk about theories in the module
without any clarification. They don’t care if we understand or not the contents they cover.

In this situation how distance learners want to attend the tutorial sessions?
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DL1 in the same issue said that;
I was attended at least three times in different semesters. Tutors are inexperienced and they use
complex languages to explain theories. There is no difference between reading the module at
home and attending the tutor class. Why I invest my time, money and energy without additional
value?
The interview with center coordinator shows that they are carless who the tutors are to sign the
contract with them. The coordinator said that;
We know some individuals in person who are lecturers in Gondar University and we call
them to give tutorial classes in our center. They also recommend other lecturers and we
sign a contract for two days in each semester to cover the tutorial sessions. There is no
any evaluation mechanism to measure their performance. I believe that being a lecturer in

public university is enough to give the tutorial.

In order to deliver effective teaching and learning process in distance learning institutions, well
prepared instructional materials play a major role. Regarding with this, sample learners were
asked whether the instructional materials content adequacy challenges them or not in the support
system. Accordingly the mean score of the respondents was statistically significant with the
value of (M=3.60, SD= 1.292; t (133), 5.416 P=.000). This indicates that the instructional
materials are not adequate enough for distance learners. Besides to quantitative data in close
ended questionnaire my interview with distance learners also confirmed the inadequacy of
instructional materials. Concerning the issue DL9 said that;

I know the course modules are out dated and the contents are not clear for distance learners.
Besides to the content the font size is very small and difficult to read it. I have the problem of
long sight and I never try to read the modules. I think they prepared it in such a way to save their
paper.

The researcher also tries to see distance education modules in the center and the document
analysis result shows that; the modules are not clear about by whom they prepared and time of
preparation, the font size is very small, they are printed in black and white form only; it doesn’t
contain illustrations and graphics as well as examples to be clear for learners, the time limit for

tutor marked assignments are not set.
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Lack of timely feedback on student’s assignment and performance also the other challenging
factor to the student support services; and the on sample t-test score was (M=3.92, SD=1.144;
t(133),9.287, P=.000(two tailed).

Table 25: Independent sample t-test result on instructional related challenges across
the respondent’s sex, residence and marital status

Demographic variables Category N Mean SD T Df P-value

Sex of respondents Male 68 3.89 6611  2.046 132 134
Female 66 3.62 .8483

Residence Rural 44 3.80 7994 479 132 582
Urban 90 3.73 7559

Marital status Single 51 3.88 5228 1.249 1437 .005
Married 83 3.68 .8807

In the table above the independent-samples t-test result shows that there was no a statistically
significant mean difference between male and female distance learners on the instructional
related student support challenges in the score of (M =3.89, SD = .6611) for males and females
(M = 3.62, SD = .8483; t (132) p = .134). This indicates that both groups of respondents were
challenged by instructional related challenges. Based on their place of residence there was no a
statistically mean difference between learners from rural and from urban. In the same table,
the independent sample t-test result shows that there was a statistically significant
mean difference between married and single respondents with the value of single
(M=3.88, SD=.5228) and married (M=3.68, SD=.8807;t(132)p=.005). In this respect

the response of single respondents tends to extreme response of strongly agree.
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Table 26: One way ANOVA result on the instructional related challenges across the
respondent’s age, educational background and monthly income

Demographic variables Category N M SD F df P-value
Age of respondents 20-30 70 3.76 .6530 6.573 2 .002
31-40 41 4.01 .5888 131
41-50 23 3.31 1.128
Total 134 3.76 7681 133
Educational background Grade 12 completer 20 4.07 4873 2.075 2 130
Diploma holder 80 3.72 7330 131
other 34 3.66 9392 133
Total 134 3.76 7681
Monthly salary No income 16 3.93 5041 1.068 4 375
1-1500 33 3.62 .6735 129
1501-3000 40 3.66 9616 133
3001-4500 24 3.95 4927
Above 4501 21 3.80 .8940
Total 134 3.76 7681

On the above table the result of one-way ANOVA, f(2,131)=6.573; P=.002) concerning the age
of respondents the result showed that there was a statistically significant mean difference among
three age groups in the responses on the instructional challenges of student support system. The
mean score of the age range 41-50, were 3.31 and their response tends to undecided on
instructional challenges while the other two groups agree with the listed items. In the same table
the one-way ANOVA result on monthly income and educational background shows that there

was no a statically significant mean difference between groups.

4.2- Discussion
In this part, the result of the quantitative and qualitative data analysis is discussed in the order of
the basic research questions.

Basic research questionl- How student support system is implemented in the selected

institution vis-a-vis the expectations in the literature?

This basic research question has three sub parts that show the implementation status of student
support in the selected institution. Thus, the discussion for the above basic research question is

made separately based on the data analysis result for each part.
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1- Frequency of student support services

A- Administrative support services

Under the administrative support service, providing adequate information, facilitating the
process of admission, application and registration and distribution of course materials among
administrative support services was evaluated based on their frequency of implementation.
Concerning on giving appropriate information during learners visit in the institution (Simpson,
2000) advised that the institution should give adequate information about grading and
examination, exam cites, course choice and registration process. The result of the study also
shows that the university college provides services of informing learners about exam centers
and assignment submission dates timely. In the items listed to evaluate administrative support
services learners mostly complain on the issue of course material distribution and learners
revealed that the University College doesn’t distribute the course modules timely and the
institution reason for the problem is scarce resource, high cost of paper and also transportation.
Regarding with this item Tsegaye (2014) also found that the increasing cost of paper and the
scarcity of foreign currency needed to import it as well as the high cost of transporting texts
over long distances have been the major problems affecting the provision of course materials to

distance learners.
B- Counseling support service

In the listed ten items under counseling service provision, the total mean score was 16.44 and the
one sample t-test result shows that there was a statistically significant difference between the
observed mean and the expected mean (30) with a P value of (p=.000). This implies that Alpha
University College does not provide counseling service for learners. The same with this result
the research conducted by Megerssa (2019), in public university shows that those distance
learners need non-academic advising service from distance education providers but there is no
counseling support system by the university that helps them to accomplish their study in a
successful manner. The other research conducted by (Lerra, 2014) also confirmed that the
counseling service is not implemented in the expected manner and the arranged ones are also

inadequate.
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C- Academic Support service

In the evaluation of academic support services, the finding showed that the academic support
services are not implemented frequently and learners complain about the effectiveness of tutorial
services, on time display of academic results and library services. Learners revealed that they
cancel the tutorial services due to the ineffective delivery of the program. On the issue of tutorial
program the study conducted by (Ejigu, 2002) is consistent with this study and the result shows
that even if face to face tutorial program is one of the instructional components of the distance
education and the distance learners are expected to participate in the face to face programs
conducted twice a year at selected tutorial centers, the largest group of distance students were not

beneficiaries of the tutorial program.

The study conducted by Tsegaye (2014), is also consistent with this study and the
implementation of face-to-face tutorial programs are not adequate in terms of the number of
tutorial contact and duration of tutorial session, on the other hand the time and tutorial centers by
itself are also inconvenient. The other study conducted by Megerssa (2019), in public university
shows that the majority of learners do not participate in the tutorial sessions and the main reason
that they mentioned is that the institutions do not involve distance leaner’s need when setting

tutorial schedule.

In academic support service learners also reveal their negative response concerning on in time
display of academic results and the reason behind this problem were related with the head office.
Consistent with this study the research conducted by (Ejigu, 2002) confirmed that delays in
informing examination results to were the major problems of secondary level distance education
in Ethiopia. The major causes for the delays in the provision of services are the activities of
distance education are too centralized and services are delivered to geographically scattered

students from the centers.

The other academic support is giving feedback for distance learners about their assignment and
learners overall performance. In this regard the one sample t-test and the interview result shows
that the institution never gives any feedback on learner’s assignments and on their overall

academic performance. In relation to this the study conducted in public university is consistent
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with this study. The result shows that there is no feedback at all and no one has ever asked the

institution to provide feedback for distance learners (Megerssa, 2019).

On the issue of library services, the one sample t-test result shows that the respondents reported
they never got library service in the students living area and online library service. On the
contrary the study conducted by (Mowes, 2005) in Namibia state University shows that distance

learners are accessed library facilities in their nearest distance education campus.

2- Perceived quality of providers of student support services

Even if provision of student support service requires professionally competent providers having
enough knowledge and skills on how to provide the support services to a distance learner, the
result of data shows that implementers of administrative support service in the institution lacks
adequate knowledge to support the learners with varied backgrounds and other related
responsibilities. Other studies conducted by researchers also consistent with this finding. For
instance Megerssa (2019) founds that the main challenge in administrative support system is that
the administrative support staffs of the distance education unit have no qualification that fits with
the requirements of the program; in many cases, these workers are those who were transferred
from other offices/units of the university as a punishment due to disciplinary problems. The other
researcher Tsegaye (2014),also founds that the administrative support service is not well-
organized and there is no responsible person who can give administrative support to distance
learners.

Regarding with providers of counseling service, the respondents reported that implementers of
counseling services are not professionals and simply the individual in the center. consistence
with this result the study conducted by (Kabate, 2016) confirmed that the providers of counseling
service are any staff members in distance education institution and they lack skills and

knowledge on how to handle and counsel the distance learner.

On the academic issues of tutorial services majority of the respondents reported that tutorial
providers are inexperienced and incapable teachers. This implies that student support providers
in the studied institution lack professional qualification. Regarding with this issue the study

conducted by (Ejigu, 2002) showed that the tutors are neither well trained nor have ample



99

knowledge and time to assist their students as well as they could not meet the demands of the

distance learners effectively.

3- Methods to address student support system

In the evaluation of methods used to deliver the support services, learners confirmed that the
institution uses face to face contact, bulletin boards, information desk and telephone to address
learner support services. The learners reveal negative response to postal services, email, audio
and video and workshops and seminars. Regarding with the issue, on the contrary the study
conducted by (Ejigu, 2002), on the means of communication learners use to interact with the
distance education institution, postal service was a preferable one to address learner support
services. Literatures indicate that email is one of the most frequent modes to address support
services. According to Dominique, et.al, (2004) Email is a fairly expedient way for distance
education institution with each student individually and answer questions with a greatest
advantages of a student can pose a question at any time, which the instructor can also read and
answer a convenient time. But unfortunately, the institution doesn’t use Email to address the

support services and as a result; students missed the benefits mentioned so far.

Basic research question 2- To what extent learners are satisfied by the student support
system delivered by the institution?

Understanding student satisfaction with student services is an essential step for college and
universities to work towards improving service delivery. It stands to reason that if students report
high levels of satisfaction with their university, they will be more successful as students (Rudge,
2014). But unfortunately, the learners in Alpha University College reveal their dissatisfaction on

administrative, counseling and academic support services.
A- Learners satisfaction on administrative support services

In the results of the evaluation of learner’s satisfaction on administrative support services
indicate that, most of the learners were dissatisfied and very dissatisfied with the listed items
under administrative support service mainly on the timely distribution of course materials.

Consistent with this result the study conducted by (Kimo, 2006) revealed that distance learners
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are dissatisfied by module distribution mainly caused by late printing, slow delivery and poor
distribution.

In general on the issue of administrative support services, the research conducted by (Mowes,
2005) oppose with this finding and the result shows that overall, more than half of the students

were satisfied and agreed that adequate and timely administrative support were provided.

B- Learners’ satisfaction on counseling support services

In all the listed items of counseling support services the one sample t-test result and the
qualitative data shows that the respondents reported that they are very dissatisfied and
dissatisfied. The research finding of (Mdwes, 2005) also shows that similarity with this study on
the counseling services and the finding indicates that students are generally not satisfied with

the provision of counseling service.

C- Learners’ satisfaction on academic support services
In academic support services, learners’ satisfaction towards support services like tutorial service,
displaying learners result on time, feedback provision and library service were evaluated.
Regarding with the tutorial service learners were dissatisfied by tutorial due to tutors insufficient
knowledge of subject matter and way of presentation short time limit for sessions. On the
contrary (Mowes, 2005) in her study stressed that the respondents yielded their satisfaction with
the support received through face-to-face tutorials and also they are satisfied by tutor’s sound

knowledge about subject matter and their presentation in systematic, clear and effective way.

In the literature there is evidence to show that while students seem to accept and profit from
comments and corrections given within a week after an assignment has been completed, they are
usually dissatisfied if the delay is of longer duration(Holmberg, 1995).In Alpha University
College learners reveal that they are very dissatisfied by the feedback provision of the institution
on their academic performance and on their assignments. On this issue the study conducted by
(Ejigu, 2002) also assured that distance students are dissatisfied in the frequency and speed of the

feedback system provided by distance education institution.

Basic research question 3- What are the challenges that institutions and learners encounter

during the implementation of student support?
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A- Individual learner related challenges

In the evaluation of individual related challenges, the respondents agreed with the listed
challenges such as conflicting commitments, lack of technical skill to use computers, lack of
family support and employers challenge to give leave during tutorial sessions. The same with
this result the study conducted by (Ejigu, 2002), confirmed that students cannot attend tutorial
programs because of they will face far more serious problems regarding with their commitments.
On the other learner related challenge (Mowes, 2005), stressed that the learners did not know
how to use computer, internet and e-mail services, while some of the students also indicated that

they did not know they had access.

The research conducted by (Ejigu, 2002) also confirmed that the most common reasons for not
attending the tutorial sessions and support services were all related to personal factors which are:

Family, employer and work commitments.

B- Institutional related challenges

The qualitative data obtained through interview from center coordinator and experts as well as
the one sample t-test result ensured that institutional related challenges such as intuitions
negative attitude to support distance learners, in adequate support provision, remoteness of
distance education center and lack of adequate skill and knowledge of employees to implement
student support seen as the major obstacle in the implementation of learner support services.

This finding is therefore in line with the findings of (Nsamba, 2016) who confirmed that
Instructor's negative attitude toward off-campus students, inappropriate support service, lack of
instructional materials, inadequate infrastructure including poor internet connectivity as major

factors for proper implementation of student support services.

C- Instructional related challenges

In the instructional related challenges, tutors insufficient knowledge of subject matter were one
of the main challenges for learners to participate in student support service. In line with this
result

In the study which is conducted in public university also confirmed this result. Accordingly,

tutors are not committed to provide effective tutorial program, and some of them also miss it.
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Others try only to cover contents of the module, not to create an in depth understand of the
course among the learners. In general the tutorial program is delivered without the necessary
monitoring and evaluation procedure(Megerssa, 2019). Regarding with this issue the research
conducted by (Ejigu, 2002) stressed that distance learners did not attend tutorial programs

because of past experience of unhelpful tutorials.

Lack of timely feedback on student’s assignment and performance and inadequate content of
instructional materials also the other challenging factor to the student support services. Consistent
with this study (Lerra, 2014) confirmed that lack of appropriate academic support for individual
candidates, problems of module distribution at the appropriate times, lack of academic feedback
before the final (term-end) exam and poor or not well prepared/ organized learning modules are

among the critical problems of distance education.

Basic Research Questions 4- Is there a significant difference among learners on the practice
and challenges of student support based on their sex, age, place of residence, marital status,
educational background and income level?

Based on this guiding question, independent t-test and one-way ANOVA was made on the six
demographic variables.

Concerning on the practice of learner support service (in relation to frequency of support
services) it was found that there was a statistically significance mean difference among
educational background of respondents (between grade 10 completers, diploma holders and other
learners on the frequency of student support system. The difference was occurred between

groups of grade 12 completers and other learners.

Regarding with learners satisfaction on student support service there was no a statistically mean
difference between different age groups and educational background in the result of one way
ANOVA analysis. Opposing this result Gao's study (2012), shows that with increasing age,
larger percentages of the respondents were dissatisfied or strongly dissatisfied with the support
services provided by distance education institution. But concerning the monthly income of the
respondents, the significance difference was seen between the groups of monthly income of 1-
1500 with 1501-3000 and with monthly income of above 4501. The other group 3001-4500 has
also a mean difference with the group of 1501-3000 and with the group above 4501.
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In relation to challenges of support service, the analysis of individual related challenges by using
independent t-test based on respondents’ sex, place of residence and marital status there is a
statistically significant mean difference between male and female distance learners. Concerning
on these issues female learners are more challenged than male learners in individual related
challenges. Based on their place of residence, there were no a statically significant means
difference between learners from urban and learners from rural. On the contrary the research
conducted by (Ejigu, 2002) shows that learners from rural area due to farness of the locality and
high cost of transportation due to the long distance of the centers are the major factors which
hinders the learners participation in tutorial sessions. The one-way ANOVA result shows there
was a statistically significant mean difference across the age ranges, educational background and

monthly income.

In the issue of institutional related challenges there was a statistically significant mean difference
between male and female respondents. Concerning on these issues male learners respond that
they are agreed with the statements and female learners were in the range of undecided in the
institutional related challenges. Based on their place of residence, there were a statically
significant means difference between learners from urban and learners from rural. Learners from
rural area express their agreement with the statements under institutional related challenges and

learners from urban area were in the range of undecided.

Lastly on the issue of instructional related challenges, concerning the age of respondents the
result showed that there was a statistically significant mean difference among three age groups in

the responses on the instructional challenges of student support system.
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CHAPTER FIVE

SUMMERY, CONCLUSION AND RECOMMENDATIONS

5.1- Summery

The purpose of this descriptive survey study was to investigate the practice and challenges of
student support service in Ethiopian private distance education institutions particularly in Alpha
University College Gondar Branch. For this reason, four basic questions were developed and

answered.

1. How student support system is implemented in the selected institution vis-a-vis the
expectations in the literature?

2. To what extent learners are satisfied by the student support system delivered by the
institution?

3. What are the challenges that institutions and learners encounter during the implementation of
student support?

4. Is there a significant difference among learners on the practice and challenges of student
support based on their sex, age, place of residence, marital status, educational background

and income level?

In order to get the relevant data for the basic research questions, 134 distance learners were
selected through available sampling technique, 1 center coordinator,1 registrar officer, 1
center resource center officer, 1 accountant and 1 secretary in the center were selected as
samples of the study through comprehensive sampling technique. The required data were
collected through questionnaire, interview, observation and document review and it was
analyzed using both descriptive statistics (frequency, percentage, mean and standard
deviation) and inferential statistics (one sample t-test, independent samples t-test and one-

way ANOVA).
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5.1.1- Major findings of the study

Even if student support services are essential in the system of distance education which helps the
learners to fully participate in their learning and achieve their academic goals, the frequency of
student support system(administrative, counseling and academic supports) indicates that the

support services was not implemented efficiently the results are in the range of never and rarely.

In the evaluation of administrative support services in terms of frequency, the respondents was
reported their positive response in the issues of information provision in the time of application
and registration, notification of exam center, and informing the deadline to submit assignments.
But the respondents reveal their negative response on the issues of educational materials

distribution, notification of examination procedures and notification of change of address.

In the counseling services, the respondents were reported that the counseling services are not

implemented in the institution. In all the listed items the score tends to never and rarely.

In academic support services, the implementation was low and the respondents revealed that
tutorial services, library service and feedback provision are not implemented in the institution
and they show their positive result only on assignments. Both measured and tutor marked

assignments are available and the contents also relevant.

For effective student support service to take place a provider should be professionally competent
that is having enough knowledge and skills on how to provide the support services to a distance
learner. The result shows that implementers of support service in the institution lacks adequate

knowledge to support the learners with varied backgrounds and other related responsibilities.

Various methods to address student support service were not used by the institution during
implementation of student support and the institution uses traditional modes of delivery to

address the support services.

In the evaluation of learner’s satisfaction on support services the result indicates that, most of the
learners were dissatisfied and very dissatisfied regarding with administrative, counseling and

academic support services.
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The practice of student support service was challenged by many factors including learner related
(expensiveness of communication, travel and time, workload of Ilearners, conflicting
commitments and employers challenge to give leave); institution related(learner’s negative
attitude, lack of resource, inadequate and inconvenient provision of support services, low respect
of employees towards distance learners and instructional related(delayed feedback, low quality
of instructional materials and insufficient knowledge of tutors) were found as the most serious

factors that hinder the implementation of student support service.

5.2- Conclusions

Based on the above research findings, the following conclusions were made:

In the studied distance education institution, student support service was not implemented as per
indicated in the literature. That is, the implementation of SSS in the institution was not frequent
enough; the service provision is not convenient and proper feedback was not given to them. In
addition, different modes of delivery were not used in the implementation. Thus, in running
student support service in distance education programs as effectively as possible, Alpha
University College needs to give due concern to the frequent implementation of student support

services, the modes of delivery they use and the implementers quality in service provision.

As the study reveals, the largest group of distance students were not satisfied by the overall
implementation of student support system. The most common complaint from students was the
delays and distributions of instructional materials delivery, delay of displaying the results on
time, delay of the grade report and official transcript which may be a cause for delay of
graduation, create additional cost to students and the institutions. Alpha University College is
required devising ways so as to minimizing these problems are crucial to maximize the support

service.

There are several overlapping and interrelated challenges that affect the effectiveness and
efficiency of student support service. Although there are learner related challenges, the main
challenge of the support service is related to the institution itself. Unless serious measures are
taken by the University College and the responsible bodies like HERQA and if the current
practices continued, the overall quality of the distance education program as well as the quality

of graduates will deteriorate.
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5.3-Limitations of the study

During the interview, students and coordinating office staffs were not volunteered to be
recorded. As a result, the researcher was forced to take notes on the elaborations made by the
center staff members. Because of this, all of the ideas of the informants might not be jotted
down which in turn has negative impact during the data analysis and taken as the limitation of
this study. Due to COVID 19 pandemic class room observation was not also used as data
collection instrument which was the other limitation of the study to come up with tangible
evidences particularly in relation to the implementation of tutorial service which is the major
element under academic support services. The sample size of the study also affected by COVID
19 pandemic. Because the exam was home take and most delegated individuals come to the
center to take the learners exam paper. Due to that the researcher was forced to use available
sampling technique. In addition to the above limitations most of the learners were not willing to

fill the questionnaire and they are in haste to do their exam papers and to go their living area.

5.4-Recommendations

Based on the findings, the following points were forwarded as a solution to the problems:

o In the studied institution, student support service was not implemented fully in the expected
manner particularly, in terms of frequency, provider’s quality of student support, and use of
various modes of delivery. Thus, distance education institutions with ministry of higher
education have to establish a guideline with a strong and functional supervision and
monitoring team that regularly check and recheck the implementation of student support
service with the integration of the desired elements.

o Ministry of education with HERQA and other responsible body should design trainings for
employees of distance education institutions to enable them effective support service
providers.

* Department of adult education in different universities should give training for
employees of distance education institution about how to treat adult learners.
* Adult education professionals should give a support service for distance learning

institution to implement andragogical assumptions
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o Meaningful efforts have to be made by the concerned bodies to minimize institutional and
instructional related challenges such as inadequate content of modules, institutions low
commitment to support learners, inconvenient support provision, delayed feedback on
learner’s performance and inadequate tutorial services. The prevalence of those challenges in
the studied institution entails that there should be integrated efforts among the concerned
bodies so as to alleviate the challenges which in turn facilitate the implementation of student
support service at the expected level of standard.

o Meaningful student support implementation has to be part of institutions’
evaluation/efficiency/ by HERQA and ministry of higher education so that distance
education institutions might take the implementation of student support service seriously.

o It is better if further specific studies will be conducted on the student support issues and

strategies to improve the system of distance education institutions.
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Annexes
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Bahir-Dar University

Department of Adult Education and Community Development
Questionnaire: For third year distance students at Alpha University College

Purpose of the Questionnaire:

Dear students, I am MA student at Bahir-Dar University. Now, I am conducting my Thesis
entitled “The Practice and Challenges of student support system in Private distance
education institutions in Ethiopia particularly in Alpha University College Gondar
Branch”. Thus, the purpose of the questionnaire is to gather the relevant data from distance
learners like you in order to examine the practice and challenges that hinder the proper
implementation of student support. That is why I am requesting you to participate in this
research. I strongly believe that your genuine responses to the items in this questionnaire are
invaluable to get genuine research finding. The questionnaire will be completed anonymously,
and it may take approximately 30 minutes to complete the questionnaire. The evidences that you
provide are keep fully confidential. Therefore, you are kindly requested to fill in your responses

to the questionnaire on the basis of the given instructions.

Thank you in advance for your real dedication and cooperation!
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Part one- Respondents demographic information
Direction: please tick (V) the appropriate option in the following questions.

Sex- Male [ Female [

Age-20-30 I 31-40 1 41-50 L1 Above 50 ]

Educational level- Grade 12 completer L1 Diploma holderC—] Other []
Marital status- single 1 married 1 Divorced 1 Widowed [
Place of residence- Rural 1 Sub-urban [ urban [

Income- 0-1500 1 1501-3000 =33001-4500 T above 4500 1

AN e

Part Two: Implementation of student support system: For items (1-29), please use the given

choices as your response.

1=Never 2= Rarely 3= Occasionally 4= Often 5= Always
A. Type of student support service and their frequency of implementation Choices
1. Administrative support

1.1. Provides adequate information for students when they come for application 112|3]4]5

1.2. Provides services like attaching the relevant documents and giving ID card during |1 |2 |3 |4 |5
registration

1.3. Notifies students when it changes its address 11213415

1.4. Notifies the exam center timely 11213415

1.5. Informs students about examination procedures (requirements for sitting on the 112131415
exam) timely

1.6. Notifies students when it changes its address 1123415

1.7. Notifies the deadline to submit assignments and TMA to students on time 1123|415

1.8. Distributes educational materials to students in a timely manner 11213415

2. Consultation services: the institution 11213415

2.1. Sets consultancy hour/time to provide counseling services to students 11213415

2.2. Provides counseling services for students who are in difficult financial situations 1123|1415

2.3. Provides counseling service for students when they experience family problems 1123|415
(such as illness, conflict or similar problems)

2.4. Encourages students when their motivation towards learning declines 112131415

2.5. Advises students to assign adequate time and to study hard 112131415

2.6. Provides counseling services for students with disabilities 112131415

2.7. Provides counseling service for students on how they can balance different 112131415
responsibilities (work, family, etc.) and learn properly
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2.8. Provides personal counseling service for students on confidential matters 12 4
2.9. Provides adequate information on the benefits of distance learning when students 12 4
get confused in choosing distance modality
2.10. Provides counseling services for students when they are tempted to withdraw or 1123|1415
quit their education for various reasons
3. Academic support
3.1. Provides face to face tutorial sessions timely 112131415
3.2. Allows students to send their queries through postal service 112131415
3.3. Assists learners to contact their tutors via phone when they question 112131415
3.4. Learners exchange academic related information with the institution by using 112131415
email and other technologies
3.5. Displays students’ academic results timely 112131415
3.6. Assigns academic advisors for learners 112131415
3.7. Provides different measured assignments (which is done at distance)for students 11213415
3.8. Provides assessments during the face-to-face tutorial sessions (TMA) 112131415
3.9. Gives timely feedback on students’ assessment results 112131415
3.10. Provision of timely feedback on students overall academic performance 112131415
3.11. Accessing library service in the students living area 112131415
3.12. Accessing online library service to students 112131415

4. If the institution provides other supports to you, please mention them here under

5. Please list the type of service you need from the institution that are not currently provided for

you? /the type of service you recommend for the future students

Part three- providers of student support service. 1=yes 2=no

No Questions

choices
1. Who Provides administrative support?
a. A person with good technical and administrative skill 1 2
b. Anyone in the center who is incapable and inexperienced 1 2
2. Who provides counseling service?
a. A person who have professional qualification 1 2
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c. Simply a technician or anybody in the center 1 2

3. Who provides the tutorial?

a. Experienced teachers 1 2

b. Inexperienced and incapable teachers 1 2

Part four: How relevant are the services to your academic success? Please use the given
choices as your response.
1=Very dissatisfied = 2= Dissatisfied 3= Neither 4= Satisfied 5= Very Satisfied
Satisfaction on student support services Choices
1. Satisfaction on administrative supports: how satisfied are you on:

1.1. provision of information during application/registration process 11213415
1.2. provision of information (attachment of documents, giving ID, etc.) during registration 112131415
1.3. Notifying change of addresses 112131415
1.4.notifying place of exam centers timely 112131415
1.5.providing information on examination and grading procedures timely 112131415
1.6.notifying students regarding the deadline to submit the assignments and TMA 112131415
1.7.timely distribution of educational materials 112131415
2. Satisfaction on Consultation supports: how satisfied are you on: 123 |4|5
2.1.assigning of working hours for consultation services 112345
2.2.provision of counseling services to students who are in difficult financial situations
2.3.provision of counseling services to students who are experiencing family problems 123 |4|5
2.4.the work of maintaining student's motivation 112345
2.5.the giving of advice to allocate sufficient time to study 112345
2.6.the support of students with Physical difficulties 112345
2.7. the advice to balance conflicting commitments 123 |4|5
2.8. personal counseling services for confidential matters 112345
2.9.the counseling service to decide to study through distance mode 1(2(3|4/|5
2.10.  Dropout and withdrawal orientation 112345
3. Academic support services: how satisfied are you on: 112345
3.1. the provision of on time tutorial service 112131415
3.2.the situations to ask clarification for questions via correspondence 112131415
3.3. the work of communicating with tutors via telephone 112131415
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3.4. the issue of Communicating with the institution through email and other technologies in
different academic issues

—

[\
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3.5.displaying students result on time

3.6.0n assigns academic advisors for each discipline in the institution

3.7.0n the clear and adequate measured assignments

3.8.0n the relevant tutor marked assignments

3.9.0n the in time feedback on students overall performance

3.10.  On the timely feedback on students assignment

3.11.  On the accessing of library service in the students living area

3.12.  On the accessing of online library service
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Part five- The methods used to deliver/address each support system

1I=Yes 2=No

no | Methods Choices

1. | One to one/ Face to face 1 2
2. | Telephone 1 2
3. | Email 1 2
4. | Bulletin board 1 2
5. | letters & text messaging 1 2
6. | Handbooks 1 2
7. | Information desk at provincial centers 1 2
8. | Audio/video 1 2
9. | Seminars and workshops 1 2

10. Among the above table (part six) listed modes, which mode of support system delivery do

you prefer?

why?




118

Part six: Please indicate the challenges in the implementation of student support by using

the choices as your response.

1= strongly disagree = 2=disagree = 3=Undecided 4=Agree

5= strongly Agree

List of challenging factors

Choices

1. Individual learner related challenges

1.1. Expensiveness in terms of communication, time and travel 112131415
1.2. Competing commitments (work and family related) 1123415
1.3.high workload and lack of time 1123415
1.4.Inconvenient of the service provision methods 1123|415
1.5.Lack of technical skill when the support service is via computer 1123415
1.6. Lack of family support to attend support services 112(3]4]5
1.7.employers challenge to give leave during tutorial and exam schedule 112131415
1.8.1 don't think I need a support 1123415
2. Institutional related challenges

2.1.Bureaucracy in the center(bored and worded tedious system) 1123|415
2.2.Institutions’ negative attitude to support students 1123|415
2.3.Inadequate support service with regard to my need and interest 112131415
2.4.Lack of institutions commitment to support students 1123415
2.5.Remoteness of distance education center 11213415
2.6. support services are not delivered on time 112(3]4]5
2.7.Insufficient time allocation for support services 1123|415
2.8.Lack of adequate skill and knowledge of employees to implement student support | 1 [2 |3 |4 |5
2.9. Institutional employees low respect towards distance learners 1123|415
3. Instructional related challenges

3.1.insufficient knowledge of tutors regarding with the subject matter 11213415
3.2. Difficulty to understand tutors language in the tutor session 11213415
3.3.Inadequate content of instructional materials 112(3]4]5
3.4.Lack of timely feedback on students assignment 1123|415

4. What additional challenges do you face with the learner support service?

Thank you very much for your cooperation!
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Bahir-Dar University
Faculty of Educational and Behavioral science
Department Adult Education and Community Development
Semi-Structured Interview for center staffs

1. What kind of services that your institution provides for learners?
How frequently each of the services is given to students?

What methods you use to provide each support service for learners?
How learners be made part of the student support system?

How do you evaluate the satisfaction of learners towards the student support services?

A

What is your perception about the effectiveness of the support systems in helping students to

achieve better academic performance?

7. Are there any services that are needed by the students but not provided by the institution?
Why?

8. What are the major factors that hinder you from providing academic, administrative and
technical support services for learners? How do you rate the extent of challenges?

9. What challenges you face to provide need based and relevant, timely services to the learners.

10. What you suggest to improve student support service?

Thank you very much for your cooperation!
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Bahir-Dar University
Faculty of Educational and Behavioral science
Department Adult Education and Community Development
Semi-Structured Interview for learners
What types of services are given by the institution for you?
What methods are used by the institution to provide each student support service?
How do you evaluate the relevance of each service for your academic success?
How do you evaluate your satisfaction with the supports you get form the institution?
Are there support services that you need but not provided by the institution?
What challenges you faced to access the services provided by the institution?

What you suggest to improve student support service?

Thank you very much for your cooperation!
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Questions to Guide Document Review

Bahir-Dar University
Faculty of Educational and Behavioral science

Department Adult Education and Community Development

1. What types of student support services are used by the institution to support students?
2. Do these student support strategies indicate in the institution annual plan?

3. Are the instructional materials adequate for distance learners?
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@w/F AP LM PAMTT FPART ATE A NANNCF AMB LA 2UTT APMES ARI™AT AA+NNGT
NPLaP AAPAITAL

LUTT ML AR aAT AAHNNSE NP LML AANIFTAU!



NEA ATL:P+AFLPT PIIUNLPT AMPAL AOLE Uy F::

NThRAT @ (N°ZM-T) NF AL LUTY (V) PART PheIom-

101, 8+ 018 At -

102, A&:-20-30  [—31-40 [ 41-50 CIn 50A0™F nAR ]
103. PRIRUCT Ui 128N&A PendA 18 TAam [CIAALC]

104. PNF Uag-PAIN/F L0070 /F L /F CIpqe+0+/N+ I
105. PAPPLP NAw-1MC CIN+a(PHY/PmY S N-ham) ]

106. ®CYR PN, U132 (NNC)--------------

N&A UAT:-P+TLPT 0L I& AAMAD ALTTT ALRATCT POUL T D PEPT::

AMN+AT 2 PRPTF hHU NFF h1-5 N+FHZHE AT T ALT ANPT NATMLTF AL PhNH:-

123

1=N6e=d-N 2= hAR hAE 3= A1eU L, 4=NH 14 5=N+L277m,
+.¢ P+MLPF PLI& R1AIAT A2THS 294 PO NDNT L7999 R AT 0T
301 ANT8L4P EI2F Y NtaAh+:-PMmoNFRLACALhAS-
301A | +94PF P +2a> AayapAnF: NR.a0M. 1H Nd A28 £AMA 11213415
30IB | 4¢ae NanEany e +a94PFY A bNA PAR, P £+ £AMA 112(3]|4]|5
301C | +&ae AGRHIN P9R PNP N ARLEPFT TP PHIADFMP P APAMFT PARAAA ATAATTT £AMA 112(314]5
301D | 4dm 4248 NP LL LHATTHLPT PAD-PA 1123415
301E | f4+5 NF7 A+aRZ@mF NN PAGrPA 1123415
301F | P4+G L0 1P (445 AR AGPPMm P PNL AT 11CFT) A+THLPF 0P +T MNS PAdPA |1 |2 |3 |4 |5
301G | e49anC NPT I(assignment)PTINTNE 1HT A+TILPTF NAS+ PAD-PA 1 12]3]4]5
301H | pF9RUCH ®ARNTFT @P+ET MNS A+TLPT PALEBLA 112 (314]5
3011 PI°NC ATAIAT
3017 | +a94PF AGYINC PR PY PR NSF APLN £ALA 112(3]4]|5
301k | ANFIZ P4L5TN Us ATRLL IMTYFM- +a94PTF PARARNC ATA%AT EAMTFPA 112(3]4]|5
30IL | e+AN F9C (AFRPAA URIR NATENG +0PAAL F9()Pa P IMmayF MY +a94PTF Payagn 1121345
A14°1%TF BEAMTFPA
30IM | P9 PF panayC &AYFAPIN PNLFFFPA 1123415
30IN | +a92PF Ng PGH LH LN AY8.PMYE oA LAMTFPA 112 (314]5
3010 | ANAR FaCF AANF@O. +T92PF PAYNC A7A%AF LAMTFPA 112(3]4]|5
30IP | +@924PF P+ALE YALIETT (PNT PL+AN AT ANTTIIP) ATR T AFTFAQ g 3 38ANF®-9°0C |1 |2 |3 |4 |5
EAMTFPA
301Q | mAMLR AP FEOTF N4 PIRAC ATAIART EAMTFPA 1 12]3]|4]5
301R | +a94PF NCF AL A,OHINE NCPF ARaC PAGT M R F NTNLF NCPF ATRagC 11213 5
ATR.MNF 9°NC LAMTFPA
301S | +TLPF NHALE PPATLRT FIRUCT ATIERLM A 788, FIPUCHTFOT AT8 M A INC LAMTFPA 1 12(314]5




124

302 TUCHR &I

302A | @PEIPMNPLIR AR TIPUCT ATTLPTF £AMA 1123145

302B | TMLPTF dPE AFETFM N7NF NAPAR ATE MLk L0774 1(2(3|4]5

302C | 4+ PF P AFETM HFC ATLAM: ARIRYULT NAN BOAD. EMEPA 112 |314]5

302D | NM@IEFMID FIRUCFP F8L AL ATRAT AdeT AP AEPTYI NAPMPIR N+ed> JC APAGhT 112(3]4)5
EAPDMNX

302E | p+mZPF T Mt NASE £TARA 123|415

302F | A+@ZPF NPFIUCT N&EAT PTIPUCT FBE ATahs LADLNATFPA 112 |314]5

302G e+°NC N (Assignment)

302H | A+@9ZPF 0+9NC Ne- (NANT NF P10 PTRNGF) PHALR M PEPT EAMTFPA 11213145

3021 N7% A1% T9UCT 1H PFRLARHY P+INC N EAMTPA 11213145

302J 9,-PAN

302K | +a9¢PF NFIPUCT AL98TIFM HEP 1N aPAN £AMA 112 |314]5

302L | N+aZPF P+oINC Ne- AR DP+T PMNP INZ-TRAN £AMA 112 |314]5

303 PALMNLL A1AINT

303A | +@sPF NANF ANNN, PN+ APIUET ATA AT A8 PTTF PLCIA 112 314]5

303B | PAIALT ARNELL ATATIATF £AMA 1{2(3|4]5

304.NAL NHHZHGF N+ TIE +Ra™ PALAMTU AdeTF A74AFT NA ANNP Bhdr?

305.ANNPTY N+Ra™ PA+AM 11C 17 T TH INENT NAR PALLANTF DY AT AFTF BHCHG:DL IR LoqP

@LLT +MLPTF M TH £INFPA NAQ. PTLANLF DT A14FF N+TRAN+ AN LT AM-2




NEA NDNT:-P+MLPF £IG A1AVAT LATMPTF UL d::

125

1=hP 2= hELATD
+.¢ hPePT P P
401 ANT8LLP £ICTT MY 1M, P AMTFU?
401A | m¢ a>PP A8 9P ANTSLLP TAFT NET PAM. AN 1 2
401B | +@ae- mAm P AL 11C T FAeFT NPT PAAD- IANN 1 2
402 PIPNC A1t PLAMTFU M7 10,2
402A | NHC4 ™ PR Nt PAM TIANN 1 2
402B | o35 mgn th1 AT MEIR +Ra> M AM P9 (4 TYTEM.I AN 1 2
403 PIR A% 1AR +PUCT PLAMFU M7 1M.?
403A | NHCS NSTT ATRL PATM. ANTTILPT 1 2
403B | NHCS ATRLT Thed PAATMS Nk LALF ANTTILPT 1 2

NFA AlT:- TTLPT N LZAATFD, P2 IG A1A%NAT PATFM PAChT ULt T PML T 1T B PEPT::

N1-5 N+HZHG AMGeF ALT ANPT NATMLTHT AL PhNNr:-

1=Nebed-f ACNUFD 2=hZNUF9R 3=AMOAT AFI1EAL 4=NME AAFAL 5=NMJ° AZAFAL

MAFOA:NH Y NFF NHHZHET D% Nend-Ti PTILAD AT7A%TF A BAGF::

s

+Ra> NOARP PLIE KTIAVATT 7 PUA AZh+PA

A T

401

ANtTSLLR £IRT

401A

+MLPTF ML A ATHARANF NFRM M. IH Nd ABLE NAPAM+

401B

+&ae AGRHIN PR PNP N ABLE(ARLEPFT TP PHIAR FMP P APAMTT PARAAA ATADAFFT) NAPNM

401C

TR A ELA NTPLC TH A+TLPTF NTADE

401D

PL+T NFT A+TIZOF NAINMT NTIAPE

401E

PL+T P2 L1 3PFT A+TLPTF NG+ NTADE

401F

P+eINC Ne-PFI(assignment) PFININL 1HT A+TLPF NAY+E NTIADE

—_| = = = = =

401G

PFHIUCT eARNT NDEP+ NADAL LR FF O

N NN NN
W] W[ W| W|W|Ww|w

e N N N R

DN WD | | | | W

402

PAC ATAINT

402A

+@LPFY AMANC P UPTY PN AGF RN NAPALE

4028

ANFI¢ P4257N Ui ATLPLIMTFM- +0LPTF PATNC ATATF NARAM+

402C

PL+AN FICPT,LINMFMT +TLPF PAIMNC A1AIAT NAPAME

402D

P+MLPTF eaRaC &AYF ALPTN TNLFF NAAME

402E

+MLPF Nd PATF LH END- A78.PMF F°NC NAAME

402F

ANAR FoCF AANF @ +T9LPF PMMNC A7ATAF NARAME

402G

+MLPF PHALE YALTPFT (PN&T PAHAN AT ATFITR) AT AFTFAM, APC A18ANTFD I°NC

NaeAMm+

—_—
N N N N N NN
W W[ W| W W W| w

N N N I R

| W | | | | WD

402H

MAMLPR APF FEEF N4 PIRAC A74A%1AF NAPAM+




4021 | +MLPF NCPF AR A@HINTE NCPF AR PADTY M NTNLLF NCPF ATRC A8.0AF NG | 1|2 (3[4 |5
naeAm-+
402) | +MLPF NHALR TPNTLFTF FTIRUCT AR 728 FICUCHTF®T AT8.PMA IONC NAPAM+ 1]1213]4]|5
403 TRUCHP £oF
403A | @PETIPMNPLIZ AR TIRUCT ATTILPTF NAPAM+ 1{2]3]4]5
403B | +MLPTF P APATFM N7NF NAPAR AT8MLE NARL/ T 11213(4]5
403C | +T2PF m PR AFZFO +FC ATLAM- ARIRYLT NAN EMAM AT MLE NARLLF 1{2]3]4]5
403D | NTYIFMI° FIRUCFP 8L AL ATAT AT FNPAEPTT NADMPID Nteae ¢ AAGRT A TEAAN 1]1213]4]|5
nace/r
403E | P+ MLPTY Mt NASG+E ATLIAR NARL/F 1]1213]4]|5
403F | ATTZPF NPHIRUCT D& AT PHIRUCT FBL AT9NZ AR ODENATFM, NARLL T 1]1213]4]|5
404 e+°INC N<& (Assignment)
401 | A+TLPF +oNC N (NANTF NG P10 PORAGT) PHALE M PRPTF NARAME 1]1213]4]|5
402A | N7& A7% TIRUCT 1H PTRARHY P+9INC N NARAME 1{2]3]4]5
405 9N Z-MAN
405A | +T2PF NFIRUCT AE90TIFM HP 91N ARAN NARAM+ 1]1213]4]|5
405B | N+TLPF P+oNC N AL MPET MNP NZ-TAN NAAME 1]1213]4]|5
406 PALMNLL R1AIAT
406A | +ZPTF NANTF ANNN, PN+ P9UET AT7AI T ATL,.P7F NARL/ T 1]1213]4]|5
406B | PAIALY ARLNLE AT ATESC NARRLT 11213(4]5
NEA APPNT:-P+MLPTEY £I€ ATA%1T AAMT PR AL PO MA HE.PFY PL T B PRPF:-
h1-2 N+HZHE AT AT AAPT NATMLTE AL LhNNr:-
1= AP 2= hBRAG
+.¢ NAL PHHZHSGT PR IG ALTET A+T2P PNAM-TF ATLT 1002 AT LT

501 +ALPTF ATAAT PO, MLEPT AL NAhA +713+a- 1 2

502 NNAR 1 2

503 NATLPA 1 2

504 PMNFPHL AAS 1 2

505 LNENPTFT hewl PRUG TPARNT 1 2

506 +@ZPF NPT MANA PARZE Bhh NAhA +75+0- 1 2

507 NEgeg/NIPNA O/ EPF +dCom- 1 2

508 FIRUCHP FNAST OCOART NTLLT 1 2

509.nAL NA&A ALNT ATMELH N+HLHEF P&I& AR Y12F MADACAP £NAD PHTMTY




NEA NENT:-N+MLPF PLI&E A1A%T ALKRATR AL P P amaD- Fo)P ]y Pan L} PR PF::
h1-5 N+HZHG AT AZTF ANPT NATMETHT AL PANMN:-

1=NeZ A AANTITHID 2= RANTHaZID 3=AMDAY AF1EAD 4=ANTITRAL 5=NMI> ANTITHAL
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+.4 N+La> ey Am. PLIE AIADAFTT NANN A18LMPa P P2 LT IORTPTF AT
601 haANN IC e+ P PH FaCF

601A | PpaRIGE HE,PFq APIZH PF M8 ADPY 1 (2]3]|4|5
601B | h9oUC+ IC Pmlir(NG-iN+AN..) YALTET AAANT 1 12]34]5
601C PN 6BLG OOPC A PH, AT NATR P ImanT 1 (2]3]4]5
601D | A7A9%PE PO AMNT A27L AL ATRE NAAUY 1 (2]3]4]5
601E | P2 9& A7494+ NNIPTOAC PF7H AUT APMPI° NUA+ NAAAT 1 12]34]5
601F NeJ& sk, MNP +7%F £I& N18ATT NAN+E/N+HANE NATLNARAT 1 12]3/4]5
601G | AACPTF AL JI& A1AIT .28 NATILAMF 1 12]3(4]5
601H | ngo& ahsk, MPPF £I& AT+ 4L AEY PAINPIRMNT NF AATRFPE 1 12]34]5
6011 PLI& A1ATIANT PRLATIFA N NATIANN 1 {2]3[4]5
602 hCe+ +UCT +Ra™ IC 0+0PH FoICF

602A | P+2a™ KALLC AME& AATRPTY (P+THH AT ANAT dRP7) 1 12]34]5
602B | +&ae A+aq PTF aPANGR AAPANNT NAAAGR 1 12]34]5
602C PEI& ATA% ek NI ATM A9INN NATIRAMT 1 ]2]3]4]5
602D | +ea 298 K7A% ST Y ATIRLN €A NAAAD, 1 12134]5
602E | A7A%AE PAAAMNFO NFPF 4.5 AP 1 12]34]5
602F POAM- ATASIAST P FFOT MNPE PATRAMFFO- 1 (2]3]|4|5
602G | AT AM- A7A%AFTF PORADEND- TH Nk AATRUPT 1 12]34]5
602H | p+a/PF PLI& K1A% T N&T ATINTDTY N+RM™> AR PA N+ETF N AMLPF AATRPC L 1213]4]5
6021 A0 TFY P AM NATRLPT FUTT AT Mé APNNA A+TIZ NAAATOD- 1 |2]3]4|5
603 F+9oUCct 1h PP FacT

603A | P1& A7& ANTTZPTF NTLAM-T NCA HE P PATM AT N AATUT 1 (2]3]4]5
603B P1& A1% ANTTILPF PO MPaT &2 ACRZ8F ANTFIL TR 1213 5
603C | pangYy&+ HBTG EHT A9INNIF PAAM. OB 11213 5
603D | N+9NC NPT AL OP+T PMNP INZ-TRAN AATHLAM 1 3 5

604. +MLPF N+RA™ LAY AM. PLI& ATATNETT NATINMT AT8LMPI™ ATP4T PP AdeT TICTF N
MNHZHGAE?

2UTTY PRGF @LPTF ATRAAT NAFNNET ATAITAU!




