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Abstract 
Educational Service Quality [ESQ] is one of the most important parameters to measure the quality 

of higher education. Institutions that provide better services attract more students as compared to 

low service providers. In the existing literature, however, among the elements of educational 

service quality, administrative or nonacademic service quality is not well studied in academic 

settings as compared with academic service quality, which could indirectly influence how teaching 

and learning unfolds. This study aimed to examine stakeholders’ perception towards administrative 

service quality in the Ethiopian higher education system. To serve this purpose, a mixed research 

methods with convergent parallel design was implemented. The study participants were selected 

via purposive and random sampling techniques. Questionnaires, focus group discussions and 

interviews were the main tools for gathering data. A self-developed questionnaire consisting 17 

items, was distributed to four hundred [400] randomly selected Graduating Class [GC] 

undergraduate students. Furthermore, semi-structured interviews were conducted with key 

informants and focus group discussions were purposefully selected students. The findings of the 

study revealed that the majority of the elements that constituted the key attributes of administrative 

service quality were perceived by stakeholders to be poor. This is reflected in low mean scores in 

many variables or items associated with the facets of administrative service quality. The findings of 

this study further uncovered that poor delivery of administrative services affect students’ learning 

outcomes.  

 

Keywords : Administrative Service Quality, Student Satisfaction, Perception, Academic 

Performance, Public University 

 

1. INTRODUCTION 

Higher education institutions [HEIs] across the world have been experiencing quality 

assurance process (Hasbullah and Yosuff, 2017). Measuring higher educational service quality is 

one of the most important elements to assure the quality of higher education. Based on the 

measurement results of higher education service quality, the institutions set an improvement plan 

and this plan includes human resources, infrastructure improvement etc (Đonlagić and Fazlić, 

2015). In the educational settings, there are various views for the term ‘education service quality, 

Different scholars define educational service quality in different ways (Schneider and White, 

2004). For example, according to AL-Dulaimi (2016) educational service quality refers to quality 

services that universities and research institutes shall make available to students with a view to 

satisfy students. Furthermore, Govender, Veerasamy and Noel (2012) described educational service 

quality as a measurement of how well HEIs offer both academic and administrative services to 

students in order to meet students’ needs and satisfy them. 

Scholars suggest service quality as fundamental and an important parameter of educational 

excellence in general and higher education in particular (Malik, Danish and Usman, 2010). 

Similarly, Raju and Bhaskar (2017) argue that service quality is essential for a high standard of 
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education and a good image of higher education institutions. In addition, service quality is 

important for HEIs to achieve universities’ objectives and promote the effectiveness of the 

education system (Al-Dulaimi, 2016). Any higher education cannot play its roles without quality 

education. Providing quality education in higher education plays a paramount role for national 

competitiveness. In higher education, evaluating educational service quality from stakeholders’ 

perspective is vital to pinpoint institutions' strengths and identify areas for improvement. 

In higher education, however, measuring service quality is somewhat problematic (Eshghi, 

Roy and Ganguli, 2008). Since the nature of Higher Education Service Quality [HESQ] is 

composed of multi-dimensional constructs, different scholars propose various methods of 

measuring HESQ (Cerri, 2012; Abdullah, 2006b; Eskicumal, Demirtaş, Arslan and Yarar, 2015). 

Although there is no consensus on the dimensions that HESQ constitutes, the existing literatures 

reveal that academic service quality, administrative service quality, and quality of student support 

services have been consistently applied as dimensions of HESQ in higher education (Manzoor, 

2013).  

For the purpose of this study, focus was given to the administrative service quality of the 

Ethiopian higher education system. Administrative service quality refers to the duties and 

responsibilities carried out by non-academic staff members (for example, prompt in dealing with 

students’ complaints, provides service within reasonable time frame, maintains accurate and 

retrievable records of their students, provides caring and individualized attention to students etc 

(Abdullah, 2006b;Teeroovengadum, et al., 2016). In the existing literature, many prior studies have 

been conducted on higher education service quality. Although a number of studies have been 

conducted in higher education service quality, little attention has been given to stakeholders’ 

perceptive towards higher education administrative service quality. In fact, there are many 

stakeholders to higher education that raging from internal to external. In this study, due attention 

was given to internal stakeholders’ perspectives towards administrative service quality in Ethiopian 

higher education. According to this study, internal stakeholders refer to individuals who are 

working or learning in the higher education institutions. These encompass: students, teachers, 

higher education management bodies, and administrative employees. Therefore, the intention of 

this paper is mainly to investigate (1) Stakeholders’ perception towards administrative service 

quality of the Ethiopian higher education system (2) How does administrative service quality affect 

students’ learning? 

 

2. IMPLEMENTATION METHOD 

In the present study, a mixed research approach with convergent parallel design was 

followed. This is because convergent parallel design allows the researcher to converge or merge 

both quantitative and qualitative data in order to provide a comprehensive analysis of the research 

problem (Creswell, 2014). In the study, both primary and data sources were used. The primary data 

sources are Graduating Class [GC] students, teachers department heads, college deans, student 

union representatives, while the secondary data sources include prior empirical studies, articles, 

journals, PhD dissertations, and various government policy documents.  

The study participants were selected via random and purposive sampling techniques. In the 

Southern part of Ethiopia, there are a total of ten universities are found. From the total of ten public 

universities, 3 (30%) universities were randomly selected from three different differentiations, such 

as research, applied and comprehensive universities. Accordingly, the study was conducted in Arba 
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Minch, Wolaita Sodo and Jinka Universities. Among regular undergraduate students, Graduating 

Class [GC] students were purposefully selected because they have ample experience regarding the 

services provided by their respective universities. From the total of 5982 graduating class students, 

the minimum required representative sample size of students was  selected randomly at the 

confidence level of 95% and a margin of error of 5% using Yamane (1967) sample size 

determination formula : 

  
 

          
  

 

Where, n is sample size, N is total the population size and e is the level of precision. Thus, 

  
    

                
 =400. Of which, 285 were male students and the remaining 115 were female 

ones.  In addition, students from different universities, sexes, colleges and departments were 

selected via proportionate stratified sampling technique.  

The data were collected via questionnaires, interviews and focus group discussions. A self-

developed questionnaire was prepared via intensive literature review. The questionnaire has two 

parts. The first part of the questionnaire includes the respondents’ demographics. The second part 

of the questionnaire contains three dimensions of administrative service quality, namely, 

administrative staffs’ attitude and behavior, administrative processes and procedures, and 

administrative staffs’ competence. The questionnaire included items. The response options were 

gauged in a Five-point Likert scales ranging from 1=Strongly Disagree [SD] to 5=Strongly Agree 

[SA]. Before formal dissemination of the questionnaire, the instrument’s validity and reliability 

was checked. The validity of the questionnaire was checked by experts who selected from Arba 

Minch university, School of Pedagogical and Behavioral Sciences [SPBS]. The experts were 

chosen based on their teaching experiences in HEIs, research experiences and well-informed 

knowledge of the discipline of Educational Planning and Management.  The experts were 

encouraged to provide necessary oral and written comments. Based on the experts’ oral and written 

comments, necessary amendments were made.  

Upon the completion of the instrument validation process, the questionnaire was piloted at 

Hawassa University (non-sampled and one of the research universities in Ethiopia). The pilot test 

was conducted in 20 graduating class students in order to check the reliability of the instrument. 

The internal consistency of the questionnaire was checked via Cronbach’s alpha coefficient 0.5 

using SPSS v.20. The reliability result was judged according to George and Mallery (2003) rule of 

digit: > 0.90 = Excellent, 0.80 - 0.89 = Good, 0.70 - 0.79 = Acceptable, 0.60 - 0.69 = Questionable, 

0.50 - 0.59 = Poor, < 0.50 = Unacceptable. The table below, shows the reliability coefficient of 

administrative service quality and its sub dimensions. The reliability analysis result confirms that 

the internal consistencies of the items were very strong. The following Table 1 summarizes the 

reliability result of the questionnaire. 
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Table 1. Reliability Results of Administrative Service Quality Questionnaire (N=20) 

 

Facets/Dimensions 
N0. of 

Items 

Deleted 

Items 

 

Cronbach's 

\Alpha 

Result 

Leveled as 

George & 

Mallery 

(2003) 

Administrative Service Quality           

Sub Dimensions 

Administrative Staffs’ Attitude and Behavior 10 - .902 Excellent  

Administrative Processes and Procedures  3 - .879 Good 

Administrative Staffs’ Competence  5 1 .843 Good 

Sub Total 17  .928 Excellent  

 

The semi-structured interview was conducted with key informants who were purposefully 

selected from three sample universities, because semi-structured interview allows the informants 

freedom to express their views in their own terms (Cohen and Crabtree, 2006). As the researchers 

did in quantitative data collection procedure, the purpose of interviewing was well communicated 

with all interview participants. Besides, ethical issues were also maintained and their informed 

consents were secured before formal interviewing sessions. Interviews were conducted with twenty 

(20) respondents. Of which seventeen (17) male participants and the remaining three (3) were 

female ones.  

In interviewing sessions, the researchers established a relationship of trust, not as a 

professional, but as a person via several meetings as a thought of Corbetta (2003) in order to obtain 

the interviewee’s full cooperation. In addition, while conducting interview, the research was careful 

about some necessary interviewing skills, for instance, listening attentively to their views 

respectfully and using neutral body language such as eye contact, nodding head, smiling, looking 

interested and making encouraging noises (e.g., ‘mmmm’) and probing remarks to recount their 

experiences as fully as possible, without unnecessary interruptions as suggested by Gill, Stewart, 

Treasure and Chadwick (2008). During interview sessions, the researchers took detail notes and 

their response was recorded via tape recorder in order to reduce the loss of audio information. The 

interview session was lasted for 1:30hr with each participant, including break time as advised by 

researcher like Siedman (2006).  

Upon the completion of interviewing sessions, the focus group was conducted with 

graduating class students who are purposefully selected from three study universities. Focus group 

was conducted with nineteen (18) participants consisting of fourteen (14) male and five (5) female 

students. The focus group discussion categorized into three, such as FGD-1, FGD-2 and FGD-3 

and each group consist six members. The first focus group discussion session was conducted at 

Arba Minch University, the second one at Wolaita Sodo University and finally the third one 

conducted at Jinka University.  

The formal focus group session was started with some transitional periods like welcoming 

the focus group discussants, setting ground rules, thanking the participants for coming and 

volunteering their time to provide inputs and stating the purpose of the focus briefly and why they 

are selected for the focus group as recommended by Dilshad and Latif (2013) to make all study 

subjects feel welcomed and relaxed. Furthermore, starting the focus group with introductory 

sessions and ice-breaking exercises, play a useful role in warming up the participants (Greene and 
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Harris, 2011). The researchers arranged the discussants' sitting in a circular manner as per 

Hennink's (2007) recommendation to establish interactive group dynamics. The focus group 

discussion process was conducted in Amharic language so as to encourage them in focus discussion 

and reduce communication block and later translated into English language. The focus group was 

coordinated by two facilitators, namely moderator and note taker as advised by Mack, et al. (2005) 

in order to make the focus group sessions more effective.  

The researchers played a researcher's role in encouraging the discussion open and 

interactive; preventing dominance and steer the group away from irrelevant ideas as per the 

suggestion of Ritchie and Lewis (2003) to make the focus group smooth. Furthermore, the 

researchers also partly share the responsibility of some moderator's role like taking additional notes 

and recording discussants' response to reduce information gap. In order to maintain confidentiality 

in the focus group, the researchers implement name substitution and assign numbers to each 

participant before formal FGD sessions. Finally, with the help of SPSS v.20 quantitative data were 

analyzed using descriptive statistics, whereas qualitative data were thematically analyzed using 

verbatims and direct quotations to compare or relate the quantitative findings. 

 

3. RESULTS AND DISCUSSION 

In the following subsequent sub section, the data collected regarding non-academic service 

quality were presented, analyzed and interpreted. 

 

Table 2. Administrative or Non-academic Staffs’ Attitude and Behavior towards students (N=400) 

SN Items N Minimum Maximum Mean Std. Deviation 

1 
Have positive attitude towards the 

students 
400 1.00 5.00 3.2125 1.12939 

2 
Have good communication with 

students 
400 1.00 5.00 3.2025 1.16614 

3 
Provide caring and individualized 

attention 
400 1.00 5.00 3.2100 1.13760 

4 
Show sincere interest in solving 

students’ problems 
400 1.00 5.00 3.1975 1.16700 

5 
Guarantee the confidentially of 

students’ information 
400 1.00 5.00 3.3200 1.11387 

6 Provide prompt and accurate services 400 1.00 5.00 3.2100 1.11760 

7 
Pay attention to detail of the services 

sought by students 
400 1.00 5.00 3.1300 1.16253 

8 
Are courteous and willing to help 

students 
400 1.00 5.00 3.1500 1.14708 

9 Are friendly and approachable 400 1.00 5.00 3.2150 1.19681 

10 Are accessible during office hours 400 1.00 5.00 3.2300 1.17923 

 Valid N (listwise) 400     

   Grand Mean 3.20775 1.15173 

 

As shown in the above Table 2, students were asked to rate their perception towards 

administrative or non-academic staffs’ attitude and behavior. As we notice from the table, the 

overall grand mean (M=3.20775, SD=1.15173) is above the average mean value. In addition, in all 

items that are associated with non-academic staffs’ attitude and behavior, the yielded mean values 
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are exceeding the average mean value. These findings suggest that students’ overall perception is 

positive towards non-academic staffs’ attitude and behavior. 

However, during focus group and interview sessions the study participants, mainly at 

Wolaita Sodo and Jinka Universities were describing challenges related with health professionals’ 

service to students. Among focus group participants, a fifth year Computer Science Student at 

Wolaita Sodo University shared health professionals’ poor attitude towards students. His response 

taken from focus group transcripts represents others’ thought : 

In our university, the student clinic not only provides a poor service, but also a zero service. 

Most student clinic health professionals are not available during working hours. Not only 

that they have also disciplinary problem. The health professionals are not showing 

welcoming face to students and not provide proper service. When students knock the door, 

they simply say get in and they don’t want even to look at students. they don’t know who is 

entering the room because they don’t want to look at students (Female, FGD Participant-2). 

Another focus group participants and a fourth year Economics department student at Jinka 

University was also expressing weak service quality of students’ health clinics. In his own words :  

The students’ health clinic service is also poor at our university. The university ambulance 

not provide stand by service when students referred to hospitals for further medication. In 

addition, the university hides the information when death records occur on the campus 

(Male, FGD Participant-2).  

Furthermore, interview participants at Wolaita and Jinka Universities were also explaining 

the problem of students’ clinic services. One of the interview participants and a Student Union 

V/President at Wolaita Sodo University felt that :  

There is student clinic on the campus, but the service provision is the worst as compared 

with other services. In the first place, the health workers have disciplinary problem. They are 

unable to give proper health service to students. They are not welcoming students, rather 

they insult students (Male, Interview Participant-3). 

The other interview participant and Student Union President at Wolaita Sodo University was 

stressing on health professionals who are working on students’ clinic. His interview response 

excerpted from interview transcript shortly reflects others’ view :  

The student clinic is not providing fully functional service in our university. Students always 

raising complain regarding the service delivery of student clinic. Sometimes, I got the 

service, but the service delivery is very poor. The workers in the student clinic are not 

friendly and they have no welcoming face when students come to get health services (Male, 

Interview Participant-4).  

The other interview participants at Jinka University further added improper medication and 

the shortages of skilled health professionals as challenges in health services. One of the interview 

participants and Students’ Union President felt that :   

The health service is poor at our university. The health professionals tell similar treatment 

result for all students who have different medical problem. How all students have similar 

disease? The health professionals relate all medical cases with weather condition and food. 

How it could be? (Male, Interview Participant-6) 

Another interview participant and a Psychology department teacher explained a 

comprehensive response regarding the university’s heath service and his interview response taken 

from interview transcript summarizes others’ view :  
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Frankly speaking, the university provides a poor health service to students. In one hand, the 

health professionals are not highly skilled and experienced, and they are also not always 

available during working hours on the other hand. Since the health professionals are diploma 

holders and not well experienced, they write referrals to hospitals for minor health related 

problems (Male, Interview Participant-1). 

In addition, the study subjects were boldly sharing the influence of poor health service 

delivery on students’ academic performance. One of the focus group discussants and a fifth-year 

student in the department of Computer Sciences at Wolaita Sodo University felt that :   

In my own understanding, students’ health and learning are highly interconnected issues. If 

the students are not healthy, they cannot properly attend the regular classes and vice-versa. 

For example, student clinic that found on our campus doesn’t give proper medical service to 

students and that directly affects students’ learning, including their academic performance 

(Female, Focus Group participant-2))  

Another interview participant and a Psychology department teacher at Jinka University 

shares similar thought. In his own words :  

 Students can properly learn and attend the regular classes if and only if they are healthy 

enough. If students are not healthy, they can’t attend the classes properly and achieve good 

academic performance. Thus, quality health services play an imperative role on students’ 

health and their academic performance (Male, Interview Participant-1). 

 

Table 3. Administrative Processes and Procedures (N=400) 

SN Items N Minimum Maximum Mean 
Std. 

Deviation 

1 
There is not that much bureaucracy and 

useless difficulties 
400 1.00 5.00 2.8575 1.18774 

2 
There are clear and well-structured 

administrative procedures 
400 1.00 5.00 3.3425 1.10147 

3 
There is transparency of official 

procedures and regulations 
400 1.00 5.00 3.2950 1.18384 

 
Valid N (listwise) 

 
400     

   Grand Mean 3.165 1.1576833 

 

As we can see from the above Table 3 , students were asked to indicated their level of 

agreement for three questions that related with administrative processes and procedures. As we can 

notice from the above table, the grand mean (M=3.165, SD=1.1576833) is somewhat above the 

average mean. Furthermore, when we see the mean value of each item the mean value for two and 

three (M=3.3425, SD=1.10147) and (3.2950, SD=1.18384) respectively are above the mean value. 

This information suggests that students’ perception towards administrative processes and 

procedures are somewhat positive.  

Although students’ overall perception towards administrative processes and procedures is 

positive, students were disagreed on the first item that read as ‘’there is not much bureaucracies and 

useless difficulties to get needed services, because the mean value falls below average mean 

value.’’ This finding implies that there is unnecessary bureaucracies to get services the required in 

the Ethiopian universities.  In consistent with this quantitative finding, interview participants in 

different study universities were explaining bureaucracies and unnecessary difficulties particularly 
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in finance. An interview participant and a Geology department teacher at Arba Minch University 

described that :  

The role of administrative service is to support academic wing. However, there is a high 

bureaucracy in finance. As a result, we can’t easily get the necessary educational materials 

on time. Our university is poorly delivering even stationary materials like pen, dusters, 

A4papers and gown for teachers (Male, Interview Participant-1).  

Another interview participant and a Psychology department teacher at Arba Minch 

University was describing how weak financial procedures affect students’ learning. The following 

quote is her response that taken from interview transcript : 

In our university, the financial related issues are not flexible.  For example, our students 

leave Campus and go to different companies and industries for practical attachment courses. 

The university send each student’s per Diem via bank after the students leaving the campus. 

Since the financial procedure is a very bureaucratic, students waiting for per Diem for a 

couple of weeks. This dissatisfies students and ultimately reduces their motivation to learn 

(Male, Interview Participant-1).  

On the other hand, one of the interview participants and a Mathematics department teacher at 

Wolaita Sodo University was expressing unnecessary delay in finance to get money. His response 

taken from interview transcript shortly summarizes others’ view :  

As you know, in the university, there are overtime payments, research grants, but you are not 

paid in needed time. Except salary, other payments stay in finance for about a couple of 

months. For example, if I teach overload course in this semester, I will be get paid at the end 

of second semester. In addition, there is also similar problem for research grants. If the a 

granted research proposal passed all reviewing process, the researcher wait for a couple of 

months to get the budget. Indeed, some financial related challenges are beyond the capacity 

of experts and university. Perhaps, the problem is associated with the country level as a 

whole. If there is a shortage of budget, how the university pay for the granted projects? It is 

difficult! This indirectly affects teachers’ motivation to work and that ultimately influences 

students’ learning. Although some times the problem is beyond the university level, the 

experts as well as the university should work collaboratively so as to reduce unnecessary 

bureaucracies in finance (Male, Interview Participant-3).  

Furthermore, interview participants at Jinka University also sharing bureaucracies in 

purchasing procedures and processes as challenges to get the necessary services on time. One of the 

interview participants and Registrar Directorate Director explained the duration of purchasing 

educational materials. His response short and direct. The following is his interview response that 

extracted from interview transcript:   

The purchasing process takes a long period of time to get services. You can’t get the 

necessary educational materials when you need. We have shortage of teaching tools like 

markers, dusters, LCD projectors and so forth. These tools seem simple, but they play an 

important role in facilitating teaching and learning process. Thus, we have to get these 

teaching tools on time (Male, Interview Participant-5). 

The other interview participant and Civics and Ethical Studies department teacher further 

added unnecessary bureaucracies in purchasing process. His response that taken from interview 

transcript reflects others’ view:  
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At our university, there is unnecessary difficulties in purchasing process at different levels. 

We request the university to purchase different educational materials, but we get the services 

after one year and or more. In addition, the administrative workers are not identifying non-

functional materials, like printers, copying machines in different offices so as to take 

appropriate measures. This directly affects students’ learning (Male, Interview Participant-

2). 

 

Table 4. Non-Academic Staffs’ Competence (400) 

SN Items N Minimum Maximum Mean 
Std. 

Deviation 

1 
Are knowledgeable and well experienced 

with university rules and procedures 
400 1.00 5.00 2.7050 1.21930 

2 
Efficient/prompt in dealing with students’ 

complaints 
400 1.00 5.00 3.0125 1.17933 

3 Maintains accurate and retrieval records 400 1.00 5.00 2.8075 1.20377 

4 
Provide service within reasonable time 

frame 
400 1.00 5.00 2.9000 1.27439 

 Valid N (listwise) 400     

   Grand Mean 2.85625 1.2191975 

 

According to the above Table 4 , students were asked to respond their perception towards the 

non-academic staffs’ competence who have been working in the sampled universities. As we can 

see from the table the grand mean (M=2.85625, SD=1.2191975) is below the average mean value. 

In addition, in items related with non-academic competence, the mean value is less than average 

mean value except for item two. This data confirms that the students’ perception towards the non-

academic staffs’ competence is poor. 

In consistent with this quantitative finding, most interview participants also disclosed the 

nonacademic staffs’ competence. Among interview participants, a chemistry department teacher at 

Arba Minch University was explaining non-academic staffs’ skill gap as a challenge to discharge 

different tasks. His interview response that taken from interview transcripts represents others’ 

perspective : 

In my observation, most non-academic staff have skill gap to carryout various duties and 

responsibilities. For example, some administrative workers have motivation to work, 

however, due to lack skill, they can’t perform the assigned tasks properly in needed time and 

expected quality. If there is a skill gap among administrative workers, they are unable to 

properly serve students and teachers. This indirectly affects teaching and learning process. 

We need to provide motivational and professional trainings for them (Male, Interview 

Participant-1).  

The other interview participants were stressing on the registrar service of their respective 

university. Among interview participants, an associate registrar for the College of Medicine and 

Health Sciences at Arba Minch University shared that:   

Our university registrar service needs due attention, because the documentation service is 

poor. We manually arrange graduated students’ files, but we have shortage of file cabinets. 

In addition, all graduated students’ file is not properly filed and accessible in the center or 

main campus. We always handle ‘’file yikireb’’ cases from university main registrar in all 
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working days. The graduated students unnecessarily kill their time, money and effort while 

moving from one campus to the other (Male, Interview Participant-7). 

In relation to alumni services, another interview participant and a Mathematics department 

teacher at Arba Minch University further uncovered that:  

The alumni service is poor as compared to other universities. The graduated students from a 

certain university have an opportunity to come back to his/ her previous university for 

various purposes like to take original degree, official transcripts and attend further education. 

If a student graduated from AMU and come to take official transcript, he or she should wait 

for three to four consecutive days, because the alumni service is not automated and working 

in a traditional manual way. This trend consumes customers’ time, and leads to unnecessary 

costs. Working in traditional manual way has also another problem, i.e. the confidential 

students’ data is on an individual’s hand that creates tension on students. In addition, manual 

way of handling students’ document leads to file lost, service delay and other related 

problems. Some universities have been attempting to automize the alumni services. For 

example, if you take Addis Ababa University the alumni services are totally automated. I 

think in this modernized system, there is no service delay and students can get services 

within short period of time. In my view, making alumni service automated is not difficult to 

AMU. I think it is simple, because in order to make the alumni service automatized, we need 

accurate students’ data (number of graduates), scanning all students’ transcripts and 

temporaries and recruiting other technical workers (Male, Interview Participant-3).  

The other interview participant and Institutional Quality Assurance Coordinator at Arba 

Minch University was explaining SMIS services. The following is his interview response taken 

form interview transcripts.  

The SMIS service is good technology, but I have reservation on this service. One of the 

problems of SMIS service is uniformity of service. For example, if one student wants to see his/her 

grade via SMIS online service, first he/she should have to assess his/her course instructor. Upon 

completing the evaluation, he/she will see the grade. In some campuses, students evaluate the 

course instructors’ performance before proceeding to see the grades. In other campuses, students 

directly see their grades without evaluating the course instructors’ performance. Another problem 

in SMIS service is employees in registrar office easily change students’ grades. You can find 

students who are fired, but illegally graduated. In addition, still you couldn’t find uniformity in 

assessment modes. As I said earlier, the assessment mode in our university 50% continuous and 

50% summative, but some teachers are not following this procedure. They may change the amount 

continuous as well as summative as they like. On SMIS there a sheet called exam set up, this set up 

is good. However, the set up only works for 50% for continuous and 50%summative exam. Finally, 

due SMIS service students never follow up their academic performance. They see their grades at 

the end of the semester. In addition, all registrar workers are not familiar with SMIS service. There 

is skill gap among experts. There should be continuous training on SMIS service (Male, Interview 

Participant-5). 

Furthermore, interview participants at Wolaita Sodo and Jinka Universities were also sharing 

the registrar service. One of the interview participants and Student Union V/President at Wolaita 

Sodo University says:  

In my observation, the registrar service also poor as compared with other services. The 

registrar workers are not always available during office hours and not properly serve students 
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when they are available. There is a high bureaucracy in registrar service (Male, Interview 

Participant-3). 

Another interview participant and Educational Planning and Management department 

teacher at Wolaita Sodo University was expressing the traditional way of recording services. His 

response very direct and short: ‘’In my perspective, our university’s recording services are not 

modernized. The university doesn’t properly follow Key Performance Indicators (KPI). The 

recording service should be standard based’’ (Male, Interview Participant-2). 

 Although the recording services are somewhat poor at Wolaita Sodo and Arba Minch 

Universities, a Registrar Directorate Director at Jinka University was sharing somewhat good 

management of students’ data. In his own words:  

The university properly manage students’ data in a computerized system. The students’ data 

management system protects forged or fake education documents, because students’ 

documents are available in cloud and the university server. However, due to payment related 

challenges we can’t maintain students’ data on cloud, but our students’ data are available on 

our university server. Thus, any employer can easily identify forged or fake education 

documents using the students’ data available on university server (Male, Interview 

Participant-5). 

 

4. CONCLUSION 

In the study, non-academic or administrative service quality was investigated from three sub 

dimensions, namely administrative staffs’ attitude and behavior, quality of administrative processes 

and procedures and non-academic staffs’ competence. Although students have somewhat positive 

perception towards overall administrative service quality, the mean values for many items or 

variables that explaining administrative service quality was below average mean value. More 

specifically, among administrative services, students have poor perception towards the university’s 

health services, finance related services and administrative staffs’ competence. The qualitative 

findings also strengthened that the universities provide poor health services to students. In addition, 

there are bureaucracies and unnecessary difficulties particularly in finance and there is also skill 

gap among administrative workers.  

 

5. RECOMMENDATIONS 

Based on this conclusion, the researchers make the following recommendations :  

1. In majority of elements and variables of administrative service quality, students perceived mean 

scores are low. Higher Education Institutions [HEIs] should identify those dimensions of 

administrative services and variables that have low perceived mean scores in order to take 

necessary measures and improve administrative service quality.  

2. Since the students’ clinic service is poor in the universities, the university should the 

universities should take necessary measures so as to improve students’ health services  

3. Presently, Ethiopia is found in the era of rapid higher education expansion. The shortage of 

skilled manpower is the most common challenge, particularly in fourth generation universities. 

Thus, the Ethiopian Ministry of Education in collaboration with universities should recruit 

skilled manpower in different administrative positions in order to reduce skilled manpower 

shortage  
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4. The skill gap among administrative worker is one of the pressing challenges to Ethiopian 

universities. The universities should design different professional training programs that reduce 

skill gap among administrative workers.  

5. Finance procedure is too bureaucratic and stakeholders are not easily getting money to 

discharge different professional tasks in the university. The universities should implement 

various strategies and policies that minimize bureaucracies and unnecessary difficulties in 

financial procedures. 
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