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Abstract

Organizations around the world are seeking to maximize their
success and sustainability to survive in today’s rapidly changing world - by
improving the quality of their products and services, responding to clients’
needs, and maximizing customer satisfaction. Quality, in turn, needs to be
well managed to guarantee good services or products.

This research enhances the understanding of Quality Management in
the context of Higher Education (HEI) generally, and Community Colleges
(CCs) specifically. It studies the service quality situation and the application
of Quality Assurance Standards (QAS) in ten CCs in the Kingdom of Saudi
Arabia (KSA). It demonstrates the correlation between QAS and service
quality, and the influence that QAS have on service quality.

In terms of management, this research presents an overview of the
Saudi National Commission for Academic Accreditation and Assessment’s
(NCAAA’s) application of QAS in CCs, and in relation to SERVQUAL. It
specifies the Students’, Faculty and Top managers’ perceptions of service
quality and clarifies the application of QAS in CCs in KSA. It identifies the
service quality gaps in a sample of CCs, specifies the most influential QAS on
service quality in KSA, and provides policy recommendations for
stakeholders in CCs and Higher Education (HE) in KSA.

In terms of methodological contribution, this research determines
how to measure the application of quality management and service quality
status in the HEI context. It examines the application of SERVQUAL in the HE
context and suggests the modifications needed. Then it examines the
application of mixed methods, to get the best of the qualitative and
quantitative methods and avoid the shortages of each. Unusually,
SERVQUAL was applied on three categories of this research: Students,

Faculty and Top Managers, since they represent the main categories of
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internal stakeholders in HEI. Students are customers, and Faculty and Top
Managers are the service providers: Faculty delivers the service and Top
Managers lead the whole process and represent the decision makers.

In terms of theoretical contributions, this research investigates the
literature on service quality, SERVQUAL, Quality Management, Resource
Based View (RBV), CCs internationally, and CCs and HE in KSA. It uses RBV
theory to differentiate between the performances of CCs, which can be
applied to HEI generally. It then suggests an approach, in the light of RBV
theory, to understand the reasons for low performance of CCs; how to
analyze the situation and determine the reasons for low performing CCs and
solutions which can be applied to all other HEI.

It clarifies the picture of HEI generally, and CCs specifically, in KSA
from the perspective of quality management and service quality application.

It provides clearly evidenced policy recommendations derived from
empirical data, and recommendations for stakeholders and researchers on
what needs to be done, according to the findings.

This research is very useful for those who are interested in QM, HE,
CCs, and service quality in relation to assurance standards, mixed methods
and SERVQUAL adapted to higher education.

Through the literature investigated, data gathered, methodology
followed, the results and findings reached, and the link is established
between the implementation of quality standards and perceived outcomes,
this research makes a significant and useful contribution to knowledge. It
provides valuable research for institutions in KSA and similar contexts:

Arabic Gulf Countries, Arab States or other countries in the world.
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Chapter 1: Introduction:

1.1 Overview

Many organizations across the world are seeking to maximize
their success and sustainability in today’s rapidly changing world.
Leading organizations worldwide, in all sectors, focus on making the best
possible use of available resources to increase income, through
increasing the number of their clients and expanding their markets
(Modi & Mishra, 2011). This has encouraged organizations and
companies to focus on improving the quality of their products and
services, responding to their clients’ needs, and maximizing customer
satisfaction (Juran, 1998; Hoyle, 2001). “sustainability is developing
along a similar trajectory to quality management, which became a
megatrend in the 1980s and 1990s and remains so today” (Wiengarten &
Pagell, 2012, p.407).

Competition has increasingly meant that quality is the means to
competitive advantage (Fukui et al, 2003; Gronroos, 2007), and has
motivated organizations to concentrate more and more on quality and
its management (Hoyle, 2001). Managing quality “helps in identifying
and developing organisational capabilities for serving unique
competitive positions” (Malik et al,, 2012, p.641).

Furthermore, rapid improvements in business markets have
forced many organizations to focus their business scope on clients’ needs
in order to survive in today's highly competitive markets (Parasuraman

et al, 1988; Juran, 1998).

However, customer focus is not enough; organizations that cannot
provide products and services efficiently and cheaply will not survive
(Woolf, 1965). An organization survives and succeeds through the
adoption of effective management systems which can measure and

control current organizational performance, plan for its future and
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improve the quality of its diverse products and services (Parasuraman et
al, 1988).

The development of international standards for quality
management systems (QMS) such as ISO 9001, was another incentive for
quality management (QM) to become a significant element in
competition for business. Certification to ISO 9001 or other industry QM
standards makes a difference in attracting customers and gaining their
confidence in the products or services provided (Hoyle, 2001). This has
motivated organizations to focus on effective QM in order to achieve the
best possible quality, to attract more customers and improve profits and
sustainability (Juran, 1998; Hoyle, 2001; Jashim Uddin, 2008). QM based
on the ISO 9001 QMS aims to reach quality standards for policy and
operations; measure performance; ensure that standards are met
through the use of effective procedures and systems, and provide
continuous improvement.

Recent years have also witnessed the emergence of other
frameworks for managing quality such as Total Quality Management
(TQM), Six Sigma, the Capability Maturity Model Integration (CMMI),
Deming Prize, Business Excellence Model, EFQM Excellence Model, RBV
and the Malcolm Baldrige National Quality Award (MBNQA). Significant
among these approaches is TQM, which was once called the most often
used term in the US (Juran, 1998). TQM remains an important QM
approach worldwide, and will be discussed in this research.

QM ideas and approaches can be applied to both manufactured
products and to services. This thesis will focus mainly on service
provision and service quality concepts, although because many QM ideas
originated in manufacturing, reference will also be made to this area.
Customer expectations are generally believed to be more important in
service provision. Generally speaking, "the concept of quality refers to
the matching between what customers expect and what they experience"

(Ali & Zairi, 2005, P. 8). In order to be of acceptable service quality, the
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service provided should meet or exceed the customers’ expectations.
Accordingly, identifying customer expectations and measuring the
service quality provided by an organization will be important aspects of
this research.

The above ideas about quality, customers satisfaction,
sustainability, competition and survival, which will be clarified in detail
in the literature review, can be depicted in the following figure (1)

prepared by the researcher:

Effective quality management

Good quality of services and products
(efficient and cheap)

v
Customer satisfaction

v
Attracting and retaining customers

v
Profit and sustainability

v
Organization survival

Figure 1: QM and organization survival

This research will examine QM in a particular context: the
Community Colleges (CCs), which are part of the Higher Education (HE)
sector, in the Kingdom of Saudi Arabia (KSA). Quality within HE settings
has a distinctive aspect to service quality, having many of the same
considerations as other services, but additionally, the issues of student

assessment, grading and ranking. Education is not a ‘pure’ service

3
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because of this assessment aspect. There is some useful literature in the
HE quality area and in the education field generally, but significant
research gaps still exist. On a practical level, CCs in KSA are important
institutions, in a country with an increasing young population who need
good quality education. CCs are in a state of change and expansion, but
there are few guidelines to establish the best methods to control and
enhance the quality of the education they provide. Therefore, as detailed
below, it is the aim of this research to address QM in the CCs of KSA,
within the broader research context of general QM theory, service

quality and education/HE quality.

This research is focusing mainly on service quality, quality
assurance, and quality management concepts in Higher Education
generally, in Higher Education in KSA specifically and in Community
Colleges (CCs) in KSA more specifically. It has investigated the literature
in Quality Management in Education and the pressures facing Higher
Education Institutions towards quality. This research has clarified who
is the customer in HE. It has then clarified the many approaches for
measuring and developing quality generally and for measuring and
developing the quality of HEI specifically. It has given more synthesis on
RBV theory that focuses on the variation of performances between
organizations in the same industry, service quality and SERVQUAL as an
approach for measuring service quality in organizations.

This research has also depicted the development of CCs
internationally by representing the CCs scene in USA as it is the
originator of this kind of HE and as it has the largest number of CCs in
the world (1200 CCs). It has then clarified the HE and CCs scenes in KSA
concentrating on the quality management aspects and focusing on
Quality Assurance Standards (QAS) for HEI in KSA that have been newly
launched and started to be applied by all Saudi HEI. These QAS and their
application will be clarified in detail in the Literature Review chapter

and the Results chapter.
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This research has -via the data it gathered- presented a clear
picture about HEI generally and CCs specifically in KSA from the aspect
of quality management and service quality application, an over view of
the NCAAA and its QAS in relation to its application in CCs on the one
hand and in relation to SERVQUAL on the other hand and specified the
Students, Faculty and Top Managers perceptions of service quality in CCs
in KSA.

This research also determined how to measure quality
management application and service quality status in HEI context,
determined the quality gaps on service quality in CCs in KSA, examined
the application of SERVQUAL in the HE context and suggested the
modification needed and specified the most influencing standards of QAS
on service quality in KSA.

It has also examined the application of mixed methods in order to
get the best of the qualitative and quantitative methods and avoid the
shortages of both and finally provided an evidenced study for other
similar institutions in KSA or in other countries having similar context

either in Arab Gulf Countries, Arab States or other countries.

1.2 Thesis structure

This thesis structure is divided into eight parts which are:

1. The introduction that includes an overview of the thesis field, the
structure of thesis, The research gap and aims, the research
questions and finally the proposed contribution.

2. The literature that includes: the meaning of quality, quality
management, quality management in education generally and HE
specifically, quality perspectives for HE, TQM and Service Quality.

3. Community Colleges context and higher Education scene in KSA,
which include: CCs in USA and their features, Higher Education
and Community Colleges Scenes in KSA and finally, the NCAAA
and its QAS.
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4. Chapter 4 is about the research methodology chosen for this
research, which contained: Quantitative research, Qualitative
research, using mix methods, credibility and validity and avoiding
bias, the research population and sample, implementing the pilot
study and finally applying the research instruments and collecting
data.

5. Chapter 5 is about the results obtained by the research
instruments. It has contained the results of the following: the five
dimensional analysis for the three categories Students, Faculty
and Top Managers and a comparison between the sample CCs in
their status of service quality and QAS application. It has then
shown the gaps of service quality CCs in KSA are suffering from,
analysis and interpretation of the quantitative and qualitative
data, the status of application of QAS in CCs in KSA and finally the
correlation of QAS and service quality.

6. Chapter 6 (Discussion and Recommendations), which included: a
review of the effectiveness of the research methodology chosen, a
discussion the research findings and their interpretation an
identification of the quality gaps of CCs in KSA and how should
they be dealt with, policy recommendations for stakeholders and
researchers and presented the research limitations and areas for
future research.

7. Chapter 7 finally concluded with the research conclusion,
limitations and future research.

8. Then the References chapter that contains a list of all the
references used in this research and Appendices as the final
structure, which contains samples of the research instruments

and some detailed tables and graphs.

1.3 Research Gap and Research Aims
As detailed later in the literature review chapter, previous

literature has partly discussed the QM needs of HEI in specific, although
6
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for other types of organizations QM has been more thoroughly
investigated. The literature has also discussed the multiple challenges
facing the measurement of service quality in general, and of service
quality in educational institutions in particular. Several authors have
identified the poor quality performance of CCs in the USA, where there
are around 1200 CCs, in terms of their teaching/learning processes and
the relative level of their graduates. Moreover, a study of the available
literature has revealed a lack of QM experience and QM international
requirements to assist KSA CCs specifically and KSA HEI generally.
Therefore, this research aims to achieve the following:

1- Investigate relevant research and requirements for a
successful application of international QM in HEI generally
and in CCs specifically.

2- ldentify current QM in CCs in KSA through empirical
measurement of service quality.

3- Analyse and compare the situation in KSA of CCs, to the
Quality Assurance Standards (QAS) of the Saudi National
Commission for Academic Accreditation & Assessment
(NCAAA), both nationally and internationally.

4- Understand the relationship between the achievement of
QAS and the perception of service quality.

5- Suggest policy recommendations, adapted to the Saudi
context, to apply and enhance QM and service quality in CCs

in the KSA.

1.4 Research Questions
A. What are the requirements recommended by the existing
literature for:
1) measuring service quality
2) enhancing QM and service quality
in the HEI and CC sectors? How can they be applied and what

are their limitations?
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This research question will identify the recommendations by
academic experts and reveal the literature gaps in QM for HEI and CCs.
Specifically, what are the theoretical contexts, lessons learned and best
practice evident in successful applications of QM in HEI and specifically
CCs, in both national and international arenas?

To answer the first question and its two sub-questions the
secondary research has taken place. It has discussed relevant literature,
determined theoretical contexts and literature gaps in measuring and

enhancing QM and service quality for HEI and CCs in chapter (2).

B. What are the most appropriate policy recommendations for
enhancing service quality through effective QM in CCs within
the KSA according to the QAS of the Saudi NCAAA?

1) What is the current situation of QM and service quality

in CCs within the KSA?
2) What are the necessary requirements for enhancing
QM and service quality in CCs within the KSA, to a
standard comparable with international best practice?
This question and its two sub-questions were answered by the
primary research that was conducted by applying three questionnaires
to the main three categories in CCs, Students, Faculty and Top Managers,
to measure their perception of service quality by using one of the best
instruments for measuring service quality i.e. SERVQUAL. An additional
30 questions were directed to Faculty to measure the application of QAS
in CCs. Interviews with Top Managers and some Faculty were also
conducted to measure the QAS application in CCs from another angle.
Quantitative and qualitative analyses have taken place also. The findings
and the policy recommendations built upon them were presented also.
This can be seen in detail in all the chapters of this thesis or in summary

in the Discussion and Conclusion chapter.
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1.5 Chapter (1) Summary

This chapter has presented an introduction clarifying the
importance of quality and quality management for organization’s
competition, survival and sustainability. It has given an overview of this
thesis, its structure, its research gap, its research aims and its research
questions. A detailed overview will be presented in the next chapter the
literature review. It will investigate the meaning of quality, quality
management in general, quality management in education and
pressures facing education on quality. It will then discuss the context of
quality management in higher education and review the many tools for
quality management and measurement with more detail for TQM, RBV

and Service Quality and its tool SERVQUAL.
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Chapter 2: Literature Review:

2.1 The Meaning of Quality

Although the notion of quality and its importance in business is
long-established, at the end of the 20th century, it became a high priority
for leading companies (Juran, 1995), since quality and prices are the only
intersection linking both production companies and service providers
with customers (Fukui et al, 2003). This focus on quality increased
during the 20th century when Walter Shewart, the "Godfather of
statistical quality control” (ASQ, 2010, website), developed the Control
Chart to deal with the various problems affecting products, in order to
maximize their best possible quality levels. Later on, the influence of
Shewart’s quality ideas inspired W. Edwards Deming to formulate his
own theories which eventually developed into the ideas of Total Quality
Management (TQM). Research has demonstrated that quality has a
strategic benefit in “contributing to market share and return on
investment”, in addition to “lowering manufacturing costs and improving
productivity” (Parasuraman et al, 1985, p. 41).

Parasuraman et al, (1985) defined the meaning of quality by
saying that “according to the prevailing Japanese philosophy, quality is
“zero defects, doing it right the first time” (Parasuraman et al, 1985,
p.41). They also defined quality as “conformance to requirements”
which means according to Garvin (1984) the extent to which the design
and characteristics of a product meet the required standards. For
Feigenbaum (1991), quality is determined by the customer. It is based
upon “customer actual experience with the product or service measured
against his or her requirements, stated or unstated, conscious or merely
sensed, technically operational or entirely subjective and always
representing a moving target in a competitive market” (Feigenbaum,
1991, p.7). The customer is the target of the service, and the one who

determines the quality of the products or services. Quality of product or

10
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service is the only relationship that links the customer to an organization
(Feigenbaum, 1991).

Juran (1998, p2.2) provided a definition of quality as "freedom
from deficiencies". In other words, making no errors, having no clients'
claim dissatisfaction, and affording less costs. In essence, this means
achieving better product quality that satisfies customers, as well as
better process quality, reducing costs; thus contributing to shareholders’
satisfaction (Juran, 1998; Dean & Bowen, 1994). In a similar vein,
Chaudron (2008) defines quality as keeping to produce what customers

need and decreasing errors before and after delivering services.

Quality management is considered to be a continuous process
which aims to obtain better products with fewer errors. Improving the
product quality can Lower after service costs, which result in lower cost
of service and better performance of business (Parasuraman et al., 1985;
Sousa & Voss, 2002).

However, it should be mentioned that according to Galloway
(1998), there is no definition of quality that is universally accepted in the
academic literature.

The increasing attention and focus on quality at the end of the
20th century caused Juran (1995) to anticipate that the 21st century will
be the "Century of Quality" (Juran, 1995, p. 2016).

More clarification of the meaning of quality generally and quality
in the higher education sector specifically is presented in the section

2.4.1 Quality Perspectives for HE.
2.2 Quality Management (QM)

If quality is defined as "freedom from deficiencies" (Juran, 1998,
p.2.2), and if management is designing and controlling a given context
where individuals work together in teams to achieve effectively a
predetermined objective (Weihrich and Koontz, 1993), QM is “a term

referring to coordinated activities which direct and control the quality of

11
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products and services of an organization" (Thawesaengskulthai, 2007,
p.7), in order to achieve the organization’s aims. Quality management is
a strategy that leads to satisfied customers, and greater effectiveness of
the organization (Roca-Puig et al, 2006).

Continuous improvement is an essential part of quality
management, concerning the ways in which organizations can improve
their performance and strive to provide excellent services. Therefore,
manufacturers and organizational managers give due care to the
implementation of QM as a cornerstone of their business strategy.
Successful manufacturers consider the application of quality
management (QM) as an essential part of their business strategies
(Buranajarukorn, 2006), as QM seeks to improve organizational
performance (Linderman et al, 2004). QM according to the ISO 9000,
9001 and 9004 can be defined as "all the activities that organizations use
to direct, control, and co-ordinate quality"(Praxiom Research Group
Limited, 2008). Linderman et al, (2004) described QM as customer
satisfaction, continuous improvement, and systems view of organization.
Many organizations have concluded that their ‘competitive abilities’ can
be enhanced and their strategic position be raised through effective QM
(Anderson et al.,, 1994).

QM by its tools can measure the status of quality, the gaps in
service quality in an organization and can help actively in bridging the
gaps to reach a level of quality that can satisfy both customers, owners or
stakeholders of an organization. From being able to help in measuring
and managing quality, which is a major challenge facing management,
QM derived its importance. There is a consensus that these tasks are
very important and difficult requirements facing management and
managers alike (Cronin & Taylor, 1992; Brown et al, 1993). Without
these two aspects (measuring and managing), no accurate and
sustainable development can be achieved. QM plays its designated role

before and after measurement. Pre-development measurement

12
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describes the baseline situation to clarify the gaps between current
implementation and what should ideally be implemented from the
customer’s point-of-view. This in turn determines the areas for
improvement and which, or how, services should be improved. This
clearly shows how strong the relationship between development and
measurement is (Cronin & Taylor, 1992) and the important role QM
plays.

The ISO 9000, 9001 and 9004 definition is the one chosen for this
research. To achieve the tasks assigned to QM, many tools have been
invented to that end, including Total Quality Management (TQM),

described in detail below.
2.3 Quality Management in Education

Since education has increasingly been seen as a service offering,
educational institutions are currently facing unprecedented higher
pressures to become more responsive and accountable to their various
customers' needs and expectations (Goldberg & Cole, 2002; Sahney et al,
2008). Not just education, but the whole public sector is facing increased
pressure to prove that their services are customer-oriented and that
they are improving their performance (Ramseook-Munhurrun et al,
2010). Another source of high pressure towards quality is “the changing
public and political expectations” and “the demand for quality”
(Galloway, 1998, p.20), which represent more pressure towards quality.
The “variety of stakeholders” in turn, with their different levels of
participation and needs represents another aspect of pressure in the

public sector (Galloway, 1998, p.21).

In fact, such pressures force educational institutions to develop their
outcomes, be more capable, effective and customer oriented to gain a
competitive advantage (Sahney et al, 2008). Educational institutions,
either general or higher, are obliged to be more effective, productive and

efficient (Goldberg & Cole, 2002).

13
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These developments have driven quality and QM to be one of the
high priority issues in education (Sahney et al, 2008) because of their
ability to connect both processes and outcomes (Goldberg & Cole, 2002).
The core foundation of QM's success in education is its proper adoption
and implementation. Quality management can make a great difference in
education as it did in industry once properly adopted (Tribus, 1993). On
the other hand, educational specialists believe that quality has not been
systematically attained in education (Goldberg & Cole, 2002). Still more
needs to be done to improve quality in education.

In fact, education is not a ‘pure’ service offered to one specific
customer. Rather, it is a service that has many diverse customers:
parents, students, employers, industry and society as a whole (Firdaus,
2006; Sahney et al, 2008; Ali & Shastri, 2010). An organization must
know its customer in order to be able to measure the success or the
failure of its commitment to quality (Michael et al, 1997). However,
determining the exact definition of the higher education ‘customer’ is
one of the most tremendous challenges facing higher education
improvement (Ali & Shastri, 2010).

In the literature review for definitions of customers in higher
education, Michael et al, (1997, p.109) stated that a customer in the
higher education is: “the student as a consumer of knowledge and
services, the future employer or graduate school as a consumer of the
student product, and society as a whole as taxpayers and beneficiaries of
the educational operations of the institution”. This definition and its
implications will be taken into consideration in this research and will be

discussed later on.

2.3.1 Pressures facing education on quality
Educational institutions in general are facing huge pressure to
achieve higher quality. This pressure is represented by the variety of
customers and stakeholders the sector has, in addition to open

competition with other educational institutions. Another aspect of
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pressure comes from the national and international rankings for both
schools and higher education. For example, in school education there are
international ranking systems such as Trends in International
Mathematics and Science Study (TIMSS) which focus on improving
mathematics and science teaching and learning processes. These
examinations are conducted every four years (IEA, 2010). Which means
that unless providing good quality that compete other competitors or at
least gain a good position, an organization will be considered a failure or
a low graded organization. In the case of TIMSS the ranking will be for
the whole educational system in the parts TIMSS measure. Internally
ministries of education or other bodies make school ranking in
accordance to the schools performance gathered by official reports such
as OFSTED in the UK, which focus on the quality of the services provided
in schools including surly education (OFSTED, 2014).

Academic Ranking

The situation is different for HEI since benchmarking started very
early and there is a variety of methods for comparison between
universities, nationally and internationally. The first appearance of an
academic ranking of HEI started in the USA in the 1870s (Stella &
Woodhouse, 2006). Academic ranking was first applied on the national
level to make a general judgment of the universities’ achievement
nationally, and has developed more recently on an international level
(Stella & Woodhouse, 2006). There are many ranking systems that drive
HEI towards quality, some of them at a national level like the National
University Ranking in USA, or The Sunday Times University Guide in the
UK and others at the international level, such as Times Higher Education,
ARWU (Academic Ranking of World Universities) best known as the
Shanghai Jiao Tong ranking (ARWU, 2011), the Spanish Webometrics
Ranking of World Universities that concentrates on the academic quality
web pages of universities (webometrics, 2011), and many other
academic ranking systems. Some of these academic rankings specialize
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in one academic aspect such as the UK Research Assessment Exercise
(RAE), which focuses on their research excellence and has inspired
universities to managing their research well (RAE, 2009).

These academic rankings were much criticized by many academic
groups, but nevertheless, they worked well, generating huge pressure on
HEI towards quality and affecting their reputation either positively or
negatively according to the level of quality they achieved, and played a
significant role in the national and international competition between
HEIL These rankings led to real changes in student applications and
income for institutions (Stella & Woodhouse, 2006).

The governmental pressure presented in the governmental
bodies of quality assurance such as the QAA in the UK or the NCAAA in
the KSA represent another pressure towards quality. The Quality
Assurance Agency for Higher Education (QAA) mission is to monitor and
advice on the UK HEI quality standards. In order to provide students as
best learning experiences as possible (QAA, 2012). For the KSA NCAAA,
its mission statement was:

“To encourage, support and evaluate the quality of post
secondary institutions and the programmes they offer to
ensure that:

- the quality of student learning outcomes,

- the management and support services provided within
institutions,

-the contributions to research and the communities
served by post secondary institutions, are equivalent to
high international standards” (NCAAA, 2010, website).

Failing to achieve the requirements of quality bodies of applying
quality standards will result in low ranking of that HEI, which in turn can
effect negatively the satisfaction of both customers and stakeholders and

can make a reduction of the financial resources of that HEIL

IS0 9001/2000
Another pressure educational institutions face in improving

quality is standards. In general, QM standards lay down systematic
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methods to ensure that services and products meet customers'
expectations (ISO.org, 2011). "When products, systems, machinery and
devices work well and safely, it is often because they meet standards"
(ISO.org, 2011, website).

The most influential international standards are the ISO 9000
series (Marti'nez-Costa et al, 2009). The ISO 9000 series first appeared
in 1987 (Hoyle, 2001; Martinez-Costa et al,, 2009). It then spread around
the world reaching more than 1 Million certified companies by 2011
(ISO.org, 2011).

Hoyle (2001) in his ISO 9000 Quality Systems Handbook, gave an
overview of ISO 9001, its role and purpose. He clarified that it is an
international standard for quality management that specifies what is
required and recommended for designing and assessing management
systems (Hoyle, 2001). He stated that the purpose of ISO 9001 is to
define the criteria for a quality management system for organizations to
demonstrate their ability to obtain customer confidence that products
and/or services meet their requirements (Hoyle, 2001). According to its
website “ISO International Standards ensure that products and services

are safe, reliable and of good quality” (ISO 2013, website).

2.4 Quality Management in Higher Education Institutions

The increased interest in applying QM in recent decades to many
HEI (Mergen et al, 2000) was due to the economic and governmental
pressures that emerged at that time. In the 1990s in particular, declining
funding for HEI in the USA was one reason for TQM to develop in HEI, to
help them manage their resources effectively and achieve the required
quality with lower budgets (Michael et al, 1997).

In addition, Harvey & Green (1993, p.2) in their most cited paper
stated that “linking of quality with cost effectiveness has given new
urgency to the analysis of quality in higher education. So, for a variety of
reasons, quality matters” and HEI had to rapidly respond to that interest.
The ‘race’ to set and apply quality systems in the educational field

17
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started in the late 20t century in countries all over the world (Hidalgo et
al, 2011). Notably, such a ‘race’ was even much stronger in the HEI
where “universities are involved to obtain the status of campus of
excellence as the highest icon of quality” (Hidalgo et al, 2011, p.2972),
which represent the competition between HEI to obtain higher quality
than others.

In support of that new perspective, HEI were forced to interact in
a different area: to be customer-oriented and more efficient in managing
financial resources (Owlia & Aspinwall, 1996) and to provide quality
education with lower costs (Michael et al, 1997). The success stories of
TQM in the industrial context gave further encouragement to HEI to pay
more attention to QM (Grant et al, 2004). Notably, following the review
of several previous studies discussing QM applications in HE, Mergen et
al, (2000) found a shortage of discussion about well-structured

frameworks in the QM literature adopted to the educational context.

2.4.1 Quality perspectives for HE
“Quality means different things to different people” (Harvey &
Green, 1993, p.1).
“Quality is what the customer says it is, particularly in the case of
higher education because the “product” generated by higher education is
not a visible, tangible product that can be held, analysed and inspected

for defects” (Michael et al, 1997, p.104).

In order to determine the meaning of quality in education, there is
a need to know the types of quality and which of them best suit
education. Harvey & Green (1993) in their so much cited paper that is
considered a seminal paper according to the number of citations it got
(Cited by 1140. See Google Scholar) believed that quality can be viewed
from five different perspectives: exception, perfection, fitness for
purpose, value for money and as transformative. To understand the
nature of quality in HE, we should determine which of these five

perspectives best suits HE. This discussion will be summarized thus:
18
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1- In their first perspective of quality, Quality as Exceptional, Harvey

& Green (1993, p.8) say that ‘quality’ in this context, means:

a. a special thing that makes an organization distinctive from

other organizations;
b. “exceeding very high standards”; and
c. passing a minimum set of required standards.

2- Quality as Perfection: Harvey & Green (1993) state that quality

here focuses on processes. It stipulates standards or criteria and
aims to perfectly meet them. This can be clarified as: “zero defects

and getting things right first time” (Harvey & Green, 1993, p.8).

3- Quality as Fitness for Purpose: This perspective focuses on

function as an indicator of quality. It relates to the purpose of a
service or a product and answers the question: to what extent
does the product or service fit its purpose and fulfil its assigned

role? (Harvey & Green, 1993, p.9).

4- Quality as Value for Money: Such an approach focuses on the
reduced cost for high standards specifications of a product or
service, which means that quality is equal to the money paid for

that delivered product or service (Harvey & Green, 1993, p15).

5- Quality as Transformation: the quality of service provided

‘directly’ to the consumer who participates, while the service
enhances and empowers him (i.e. the student, in education). The

quality in education here is:

a. Enhancing consumers, e.g. effecting changes in consumers
which enhance them; and

b. Empowering consumers, e.g. giving power to consumers to
“to influence their own transformation” (Harvey & Green,

1993, p.19).
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As a result, it could be said that education, for Harvey & Green (1993), is
not merely a service provided to a customer. It is rather a continuous
process that transforms a participant, whether researcher or student, by
empowering and enhancing them. “This leads to two notions of
transformative quality in education: enhancing the consumer and
empowering the consumer” (Harvey & Green, 1993, p.18).

Although the fifth perspective above is most directly concerned with
pure educational quality, HEI are by nature organizations, and therefore
concerned with all perspectives of quality. More particularly, they are
determined to be distinctive from other, similar organizations in the
same field; to exceed higher standards of quality for HEI; set
specifications and work professionally to perfectly meet them, enhancing
students, researchers and other consumers and empowering them to

“influence their own transformations”(Harvey & Green, 1993, p.19).

2.5 Measuring and Developing quality

There are many QM and QM-related approaches such as Lean,
TQM, ISO 9001, ISOQAR, Six Sigma, Investors In People (IIP), Business
Excellence Model, EFQM Excellence Model, Customer Service Excellence
(CSE), Malcolm Baldrige National Quality Award (MBNQA), RBV and the
Deming Award that is used in developing and measuring the
performance of organizations in HE or other sectors. In general
education there are also specialist frameworks, such as the OFSTED
Framework.

In their related area, Quinn et al, (2009) aimed to identify and
evaluate various techniques used for quality improvement and
measurement in higher education. They believe that in educational
institutions, measuring customer satisfaction is considered by educators
as one of the great challenges facing quality movement (Quinn et al,
2009). This challenge was one of many, in efforts to improve quality in

higher education.
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They also investigated two difficulties hindering improved quality
in higher education, namely: defining and measuring the customer’s
perception (see also Ali & Shastri, 2010). They provided a historical
examination of the applied techniques for quality improvement in higher
education, identifying their similarities and differences in three main
service areas: "academic, administrative and auxiliary functions" (Quinn
et al, 2009, p.139). One of their findings was that historically, TQM
enjoyed the highest number of applications in higher education. Another
was that there are, in fact, some quality improvement success claims;
however, "very little actual analysis has been provided so far that
quantifies such improvements and examines the costs and benefits of
quality improvement efforts” (Quinn et al., 2009, p.151). They finally
insisted that better data is needed to justify using these techniques for
improving quality in higher education.

The effectiveness of the means of measuring and developing the
performance of HEI, was raised by Tambi et al, (2008). After a
comprehensive analysis of performance measurement in established
models, they found that using performance indicators for measuring
higher education institutions’ performance "for ranking purposes is
unfounded" (Tambi et al, 2008, p.997) since it is difficult for higher
education inputs and outputs to be directly related to each other. All that
performance indicators can achieve is the indirect measurement of the
achievement of desired objectives, considering the ambiguity of their
intended meanings (Tambi et al, 2008). Also, they argued that the ISO
9000 had not made good progress in higher education, and that TQM,
applied in American higher education institutions from the late 1980s,
also had not made much progress in other parts of the world (Tambi et
al, 2008).

More specifically, they quoted Pollitt (1990), mentioning that the
measurement of HE quality outputs "may prove time-consuming and

costly as well as methodologically complex" (Tambi et al, 2008, p.998).
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They finally recommended that such performance indicators should be
restricted in use to highlight areas of interest in the HE system.

From another aspect, some QM theories are based upon certain
specific cultural values, attitudes and mentalities and might be
inappropriate for application in other environments that have different
cultural values, attitudes and mental modalities (Doktor et al,, 1991). For
successful implementation, attention should be paid to the environment
in which the theory is to be applied (Miles, 1964; Odiorne, 1966);
however, this research will take these dimensions into consideration
when identifying the future requirements for enhancing QM in CCs in
KSA.

However, the debate on the best ways of measuring and
managing quality in HEI will continue, since no consensus on that topic is
yet reached (Becket & Brookes, 2008).

Some of the most important approaches and tools for measuring

and managing QM will be reviewed in this chapter.

2.6 QM & TQM in literature Indicators

According to Quinn et al, (2009), TQM, historically speaking, has
enjoyed the highest number of applications in higher education
especially in the 1990s. Therefore, TQM as one of the most important
approaches of QM will be reviewed in the following lines.

Because of the importance in QM literature TQM has, preliminary
Print Media Indicator (PMI) research was conducted to find out the
extent to which TQM has drawn the attention of QM specialists, and
secondly, to find out how strong the relationship is between QM and
TQM. In the following graphs the number of publications related to QM &
TQM is shown from data retrieved on ProQuest and EBSCO respectively,
for the period 1982-2010. This data refers to articles in peer-reviewed
scholarly journals. The process was to initially count any documents
containing the two words ‘Quality Management’ in their titles without
the word ‘total,” and then to count documents containing the words
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‘Total Quality Management’ in their titles. The figures beneath show the

results obtained:
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Figure 2: ProQuest Data
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Figure 3: EBSCO Data

Figures 2 and 3 clearly show the strong relationship between QM
and TQM and the vital role TQM has played in enhancing interest in QM.
Although TQM is one of the approaches used for QM, as can be seen in
both charts, from 1990 to 1997 TQM featured more than QM in general.
This interest in TQM declined gradually from 1999, reaching its lowest
level in 2007 in both data bases, and then started weakly to rise again.
These results support the statement by Juran (1998, p.14.3), that TQM

was then the most significant QM tool of all, and the most "frequently
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used term in the United States" for quality management itself. Martinez-
Costa et al, (2009, p.495) believe that ISO 9001:2000, with its enormous
spread across the world (more than 1 million registered companies), is
more in line with a TQM philosophy than previous versions of the
standard. "ISO 9001/2000 has appeared, purporting to be more in line
with the TQM philosophy".

Although it is not the current QM trend in Western blue chip
companies, TQM still enjoyed popularity across the world (Grant et al,
2004) especially in the developing countries, in Japan, and Asia in

general (Thawesaengskulthai & Tannock, 2008).

2.7 Total Quality Management (TQM)

After the breakout of World War II, focus on quality as a critical
component of war preparations had begun. In this context, the US
military depended on Walter Shewart's statistical process control
techniques in order to obtain better quality military products (ASQ,
2010).

The concept of ‘Total Quality’ first emerged in Japan after the end
of World War II. During this period, Japan was defeated, destroyed and in
a dire need of rebuilding its collapsing economy. For that reason, the
Japanese welcomed the timely ideas on quality proposed by W. Edwards
Deming and Joseph M. Juran, concentrating on the processes carried out
by organizations from the perspective of their direct users instead of by
the previous inspection methods (Fukui et al, 2003; ASQ, 2010).

Within thirty years, Total Quality Management successfully
enabled Japan to become an advanced, quality-driven, knowledge-based
and wealthy country. Meanwhile, the total quality revolution began
globally, and TQM helped Japan to compete with - and in many respects
- surpass its American and European rivals.

As a result of this noteworthy Japanese success, TQM became one
of the most pivotal issues for the management and leadership of
organizations seeking to enhance their performance. In addition, quality
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was deemed a means for achieving perfection in those organizations
(Homud, 2000).

By the end of the 1980s, some experts emphasized that TQM
should be standard practice for companies seeking success. Oakland
(1989) argued that “TQM needs to rapidly gain ground and become a
way of life in many organizations” (Oakland, 1989; cited by Psychogios,
2007, p.40). Moreover, at that time other manufacturers considered TQM
“a necessity of life for us” (Peak, 1993, p.21).

Since management success is strongly connected to product
quality, TQM became vital to achieve high productivity and continuous
quality (Al-Khateeb, 2007). Marti'nez-Costa et al, (2009) in their paper,
after reviewing the literature of TQM and ISO, emphasized the
importance of TQM to enhance the performance of academics and stated
that there is an “agreement regarding the positive impact of TQM on

performance” (Marti'nez-Costa et al, 2009, p.495).

2.7.1 TQM in Higher education
Since management success is strongly connected to product
quality, TQM became vital to achieve high productivity and continuous
quality (Al-Khateeb, 2007). Marti'nez-Costa et al, (2009) in their paper,
after reviewing the literature of TQM and ISO, emphasized the
importance of TQM to enhance the performance of academics and stated
that there is an “agreement regarding the positive impact of TQM on

performance” (Marti'nez-Costa et al., 2009, p.495).

TQM was first applied in HEI during the 1980s when American
and British Higher Education Institutions found themselves required to
act like commercial firms in a severely competitive market (Williams,
1993; Doherty, 1993; Munoz, 1999). In fact, they were required to
enhance quality, increase the number of students and reduce the cost of
their services. Williams (1993, p.230) stated four reasons and means of

instilling TQM in higher education:
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1- Membership of universities' governing bodies by business people
who had seen the benefits of TQM in their own fields of work;

2- Business studies and Engineering departments that taught TQM to
their students and saw its benefits were applying it in their
respective departments and universities;

3- In Britain, the government was advocating quality and encouraging
higher educational institutions to focus on mass higher education
without increasing financial resources; and

4- The rapid diversification of the functions of many universities during
the 1980s.

Indeed, HEI saw TQM as an effective and fundamental means of
ongoing development and of achieving basic changes in organizations
(Jashim Uddin, 2008). As highlighted by Munoz (1999), the reason of
obtaining ongoing development and achieving fundamental change for
TQM in business were behind its application in HEIL

In a similar vein, Grant et al, (2002) reviewed nine random
articles released in 2002 dealing with quality management in higher
education institutions in the USA. They clarified that the selected sample
actually represented the entire TQM population in American higher
education institutions. Their research was built on the foundation of
previous research conducted by Mergen et al, (2000) that concluded the
limited use of TQM in higher education institutions. They tried to
identify what they called "the three parameters of quality: quality of
design, quality of conformance and quality of performance" in those
articles (Grant et al, 2002, p.207). Moreover, they aimed to discover "to
what extent US higher education institutions integrated these three TQM
aspects, and to identify "explicit evidence that the three parameters of
quality were present” (Grant et al, 2002, p.213).

Their findings in each article showed that quality of design and
conformance were clearly present, while that was not the case with

quality of performance. As a result, quality of performance was deemed
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to be missing. One suggested reason for that result was the complexity of
gathering external performance data. Accordingly, they insisted that
externally gathered performance data (especially from the organization's
customers) is a very crucial dimension; since it shows the products’
quality and how well the organization's goals have been achieved in
practice. Finally, they concluded their article with the following clear-cut
statement: "in the absence of performance measures, continuous

improvement is non-existent" (Grant et al, 2002, p.214).

In the conclusion it could be said that, although TQM was applied
in American higher education institutions from the late 1980s, however,
it had not made much progress in other parts of the world (Tambi et al,
2008).

It could be said finally, that although TQM was the dominant QM
approach in the 1990s, this is not the case currently. It is no more the
current QM trend in the world especially in the west
(Thawesaengskulthai & Tannock, 2008).

In order to improve organization performance data needs to
come from the customers, therefore, other approaches such as service
quality with its tool SERVQUAL that measures the perception of
customers regarding the services they receive would have an advantage

over TQM.

2.8 Service Quality

Wisniewski (2001, p.381) emphasized that service quality is
difficult in both definition and measurement, since there is "no overall
consensus merging on either." He cited many previous writers
supporting this claim (Parasuraman et al, 1985; Lewis & Mitchell 1990;
Dotchin & Oakland 1994a, 1994b; Gaster 1995; Ausbonteng et al, 1996)
(Wisniewski 2001). The same was emphasized by Tan et al, (2013);
however, Wisniewski (2001, p.63) later provided his own definition for

service quality, stating that it is "the difference between customer’s
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expectations of excellent service and perceived service". It might be said
that service quality is determined by the extent to which the service
meets the customer’s needs.

‘Service’ means the economic activities creating value and
providing benefits to the customer at a specified time and place, in order
to reach a change desired by the customer (Lovelock, 2001; cited by
Oliveira, 2009, p.4). This activity is often “produced in the presence of
the customer” (Berry et al, 1985, p.44); thus representing one of the
most distinguishing features of service in comparison with product or
goods production.

Notably, the contribution of service industries is becoming larger
every year (Bayraktaroglu & Atrek, 2010; Ramseook-Munhurrun et al,
2010) making service quality a widespread topic covered by huge
number of books and academic papers (Dotchin & Oakland, 1993).

As highlighted by Juran (1974), service is the customer’s intended
target and means of buying products. Service quality is becoming a
pivotal factor in gaining competitive advantage for organizations
(Dotchin & Oakland, 1993) especially in the private sector (Galloway,
1998), improving services, decreasing costs and enhancing profitability
(Galloway, 1998; Bayraktaroglu & Atrek, 2010). Customer satisfaction is
often reached through improving the quality of the provided service,
which, if successfully implemented, can reach or even exceed customer
expectations.

The provision of high quality services is a prerequisite for success
and even survival for firms in service industries (Parasuraman et al,
1988).

Service providers earn their profits and maximize sustainability
by achieving customer satisfaction. Customers are satisfied once the
services provided to them meet or even exceed their expectation (Ali &
Zairi, 2005). Yet, customers are becoming very sensitive to variety of

service features or dimensions (Sachdev & Verma, 2004). Based on the
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vital role it plays, service quality has been a frequently featured topic in
service marketing literature during the last three decades (Kang & James
2004).

According to Parasuraman et al, (1988), in some cases, customers
can be satisfied with a service even though they believe it is not of high
quality. This can mean that although the organization providing that
service is already attracting its clients, it is not in a safe position from
other competitors providing satisfactory services for better quality
unless there is no competition.

There are several challenges facing a service industry that

distinguishes it from a goods and products industry, which are:

1- Customer’s Presence & Reaction:
As organizations seek customer satisfaction, which leads to
profits and sustainability, the customer’s presence and
interaction during service delivery become a greater challenge to
them (Dotchin & Oakland, 1993; Galloway, 1998; Ramseook-
Munhurrun et al,, 2010; Sichtmann et al,, 2011) as “the nature of
this interaction has been recognized to be a critical determinant
of satisfaction with the service” (Surprenant & Solomon, 1987,
p.87). Such presence and interaction between service provider
and customer has increased “the probability of error on the part
of employees and customers” (Ramseook-Munhurrun et al, 2010,

p.38).

2- Intangibility:
One of the major differences is between intangible services and
tangible products. Services are intangible since they are usually
actions or performances, not objects or products. They cannot be
“seen, touched or tasted” (Sichtmann et al, 2011, p.3). This makes
service quality more difficult to evaluate than products’ quality,
from the perspective of both service provider and customer
(Parasuraman et al, 1985; Yeo, 2008). Compared to goods,
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services are variable, changeable, linked to human modes, moods
and attitudes; subject to changeable circumstances when
provided, and therefore, cannot be equitably judged. “The
intangibility of services has made it difficult for performance

standards to be set, monitored and measured” (Yeo, 2008, p.281).

3- Immediateness:
There is no time available for evaluating, testing or double-
checking a service before it is provided to customers
(Parasuraman et al, 1985), whereas goods enjoy more time to be
well-prepared and checked before delivery to customers. This is a
disadvantage in the case of a service. Services are simultaneously
produced and consumed in the same moment, which is one of the
major features and challenges for services and service providers

(Cuthbert, 1996).

4- Service Delivery Impact:
The service delivery process has a strong effect on service quality
(Parasuraman et al, 1985; Dotchin & Oakland, 1993; Hsieh et al,
2012). A service might be well-planned and designed, but at the
point of delivery, if badly delivered, all other advantages can be
easily destroyed. As a result, services can be described as fragile

goods.

A service has many challenges, compared with goods, because the
quality of the service can be affected by its nature as intangible,
immediate and fragile, or by its presentation being affected by the
customer’s presence and reaction. To avoid misjudging the quality of the
service, the perspective of both the service provider and customer
should be taken into account by researchers when measuring or

evaluating service quality (Czepiel, 1990).
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Gronroos (1990) posed two questions to distinguish between the
two sides of provided services: ‘what is delivered? (technical quality)
and ‘how is it delivered?’ (functional quality).

Taking into consideration that the "concept of quality refers to the
match between what customers expect and what they experience"” (Ali &
Zairi, 2005, p.8), in order to have service quality, the service provided
should meet or exceed the customer’s expectations. "Any mismatch
between expected and perceived service is a ‘quality gap™ (Ali & Zairi,
2005, p.9). These gaps represent the organization's main areas for
development. Adequate understanding of consumer expectations and
needs allow “managerial judgement to be exercised from a position of
knowledge rather than guesswork” (Donnelly et al, 1995, p.20) to better
manage organizations’ resources and customers’ expectations.

ISO’s (1992) definition of service quality also emphasized the
customer’s needs: “supplier’s activities are at the interface with a
customer and the results of all suppliers’ activities are to meet

customer’s needs” (ISO, 1992; cited by Ali & Zairi, 2005, p.8).

2.8.1 Importance of Service Quality in HE

The economic environment motivated most organizations,
including university divisions and course managers, to give seriously
think of service quality issues (Cuthbert, 1996).

Accordingly, service quality has been given prime attention in
service industries, including HEI (Cuthbert, 1996; Telford & Masson,
2005). One of the main reasons is the competition for students among
HEI internationally (Cuthbert, 1996). Another reason is HE’s quality
assurance systems placing the experiences of their students as one of the

evaluation criteria (Cuthbert, 1996).

Determining the Customer in HE in KSA

Galloway (1998) emphasizes that despite being the “primary
participant”, the basic customer and service recipient in HE is the
student; however, there are other important role-players in the wider
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concept of ‘customer,’ such as “industry, parents, government, and even
society as a whole.” (Galloway, 1998, p.21).

Cuthbert (1996) emphasized that the customer in HE is the
government, since it is both funder and representative of society.
Therefore, government’s requirements should be satisfied and public
expectations should be met (Galloway, 1998). In addition, service quality
in HE is influenced by increased social and political pressure (Galloway,
1998).

In Cuthbert’s terms, in KSA the main customer may be seen to be
the government, as it is the only funder of HE, since HE services are
provided free of charge. This situation is more significant, taking into
consideration the fact that monthly stipends are provided to students by
the state to encourage them to access and complete their studies in HE.
Government in the KSA is also the main representative of society.
However, still students are considered customers as they represent the
service recipient. The government itself, from another side, want
students to be satisfied with the educational services provided to them.
So for HEI in KSA to have the government satisfied they have to follow its
procedures, apply its standards and achieve its goals. And to have its
students who also represent service recipient i.e. customers, satisfied,

they have to meet or exceed their expectations.

2.8.2 Measuring Service Quality

Service quality is used as a means of updating and improving
provided services (Sulek & Hensley, 2010).

In order to measure the quality of service, the customer who is
receiving the service should be directly asked (Donnelly et al, 1995). For
measuring service quality, SERVQUAL is considered to be one of the best
tools for measuring the gap between customer expectations and
experiences (Berry et al, 1985; Parasuraman et al, 1985). It measures
the quality of service by measuring the customers’ satisfaction during or

after providing or delivering the service to them.
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The SERVQUAL tool, constructed by Berry, Zeithaml and
Parasuraman in 1985, has become the most common tool for measuring
service quality (Wisniewski, 2001; Shahin, 2006). Despite criticism, it
has been used in most service industry (Bayraktaroglu & Atrek, 2010) to
measure service quality. It was used in many industries such as
“hospitals (Bakar et al, 2008), universities (Galloway, 1998), police
services (Donnelly et al, 2006), banks (Kangis & Passa, 1997), travel
agencies (Luk, 1997) and public utilities (Babakus & Boller, 1992)”
(Ramseook-Munhurrun et al, 2010).

This variety of application shows the high level of confidence
enjoyed by SERVQUAL as a well-prepared tool for measuring service
quality (Ramseook-Munhurrun et al, 2010). It can be considered a basic
skeleton -as it is called by Parasuraman et al, (1988, p.31)-
“encompassing statements for each of the five service quality
dimensions. This skeleton, when necessary, can be adapted or
supplemented to fit the characteristic or specific research needs of a
particular organization”.

Furthermore, research on SERVQUAL "has been widely cited in
the marketing and retailing literatures” and its “use in industry has
become quite widespread" (Brown et al, 1993, p.127).

A case in point is that Cronin & Taylor’s (1992, p.55) study aimed
to test an alternative to SERVQUAL for measuring service quality, and
investigate the relationships between "service quality, consumer
satisfaction, and purchase intentions". They argued that "the current
operationalization of service quality confounds satisfaction and
attitude". They also believe that a consumer’s satisfaction has a
significant effect on his "purchase intention." At the same time, they
emphasized that "service quality has less effect on purchase intentions
than does consumer satisfaction”, and, as a result, the SERVQUAL as a
measurement tool for service quality - since it relates service quality to

consumer satisfaction, directly leading to purchase intention - becomes

33



Nottin_gham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

inadequate. Instead, they suggest that service quality "should be
conceptualized and measured as an attitude” (Cronin & Taylor’s, p.63).

However, they concluded that the 22 performance criteria used
by Parasuraman et al, (1988) for assessing their SERVQUAL’s five
dimensions "adequately define the domain of service quality” (Cronin &
Taylor, 1992, p.85). However, according to Schneider & White (2004),
SERVQUAL is still "very popular if not the most popular measure for
service quality for researchers and practitioners".

Moreover, in their study on a cell-phone service sample, Kang &
James (2004, p.266) emphasized that "SERVQUAL is only reflects the
service delivery process". Their study empirically examined the
"European perspective (i.e. Gronroos’ model)" suggesting that service
quality consists of three major dimensions: "technical, functional and
image" and that image is a "filter in service quality perception.”

Later on, Mamudo (2007, p.13) reiterated Kang & James’ (2004)
findings in the telecommunication industry. Reviewing previous studies
conducted in the mobile telecommunications industry in North America,
Europe, Asia and other parts of the world, the researcher emphasized
that "when it comes to measuring confirmation/disconfirmation issues
from the customer’s side, the telecommunications industry does not
have the proper tools". Both Kang & James (2004) and Mamudo (2007)
concur that SERVQUAL does not cover all the required aspects in the
telecommunication industry -a service industry- especially in measuring
conformation or disconfirmation.

According to Sachdev & Verma (2004), this point raised by Kang
and James (2004) and Mamudo, (2007) may occur in the
telecommunication industry because consumers are becoming
increasingly aware of their needs and demand services of higher
standard, which make it difficult for services providers to manage and
measure services in an effective manner; however, this is out of this

research range.
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SERVQUAL is one of the most extensively used tools for
measuring service quality in public services (Wisniewski, 2001). As itis
a tried and tested tool, it can be used relatively for benchmarking
purposes (Brysland & Curry, 2001). SERVQUAL got that in comparison of
other tools also for its wealthy diagnostic value (Carrillat et al, 2007) -
over SERVPERF-, which can determine service shortages and use that to
allocate resources for improving service quality (Carrillat et al, 2007;
Andronikidis, & Bellou, 2010; Benlian et al, 2011). In addition,
SERVQUAL is better even, according to Parasuraman et al., (1993) and
Andronikidis, & Bellou, (2010), than other alternative instruments in its
practical application “as direct measures, such as SERVPERF and
weighted SERVPEREF, tend to magnify customers’ assessments”.

Despite the criticism it received regarding its reliability (Cuthbert,
1996), its “theoretical and operational grounds” (Wisniewski, 2001), or
its ability to “capture the role of “Tangibility” in determining overall
customer satisfaction in the service under examination” (Pantouvakis,
2010), SERVQUAL remains the ‘predominant’ tool for service quality
measurement. As no other tool that is “better but equally simple”
emerged (Wisniewski, 2001).

Many authors mentioned that SERVQUAL is one of the widely
speared scales accepted for measuring service quality and customer
satisfaction as well as updating and improving provided services (Payne
& Holt, 2001; Wisniewski, 2001;Bowen & Ford, 2002; Kang & James,
2004; Shahin, 2006; Andronikidis, & Bellou, 2010; Martinez & Martinez,
2010; Sulek & Hensley, 2010; Atrek and Bayraktaroglu, 2012;
Marinkovi¢ et al, 2013; Jingjun et al, 2013). In their study for measuring
service quality in higher education, Atrek and Bayraktaroglu (2012,
p-423) clarified that their study resulted that the SERVQUAL adopted
scale is a suitable tool for measuring service quality in higher education
and stated that it is “a more sufficient instrument to be used in higher

education than a sector specific scale”. The same was mentioned by
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Petruzzellis et al, (2006). They believe that SERVQUAL is a proper
instrument for measuring service quality in universities and for
measuring students service quality perception (Petruzzellis et al, 2006)
See also (Narang, 2012).

Calvo-Porral et al., (2013, p.603) made their analysis in their
article based on a modified SERVQUAL instrument. They mentioned that
among the many instruments proposed for measuring service quality,
the “most enduringly popular, widely cited and best researched method
of evaluating service quality is SERVQUAL”. They, as it is a tested
instrument, believe it can be “used comparatively for benchmarking

purposes”. They also added that

“There is substantial body of evidence in HE literature suggesting that
the SERVQUAL instrument is effective in measuring service quality in the HE
environment, and is especially useful in offering guidance for changing

shortcomings to strengths (Harris, 2002; Angell et al, 2008; Yang, 2008;
Hussain and Birol, 2011; Al-Alak and Alnaser, 2012)” (Calvo-Porral et al,,

2013).

In a similar vein, Ledden etal, (2011, p.1243) supported the use
and suitability of SERVQUAL for measuring service quality in higher
education by stating that, in spite of the ongoing debate regarding the
shortcomings of SERVQUAL, because of its wide application “it is
considered to offer an appropriate conceptualisation and measurement
platform” (Ledden et al, 2011). See also: (Narang, 2012).

Lupo (2013) added also that SERVQUAL is a suitable instrument
for measuring student satisfaction.

Mai (2005, p.865) in his article titled: (A Comparative Study
Between UK and US: The Student Satisfaction in Higher Education and its
Influential Factors) mentioned that much of the research in education
quality was based on SERVQUAL. For the aim of comparing

“postgraduate business school students’ perceptions of the education
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they receive in the US and UK”, Mai (2005) built his questionnaire on the
SERVQUAL framework.

From another aspect SERVQUAL was used to measure quality
service qualitatively, although it is a quantitative instrument. This was
applied by Yeo (2008) who used SERVQUAL dimensions to build two of
his research questions in a qualitative methodology for measuring
service quality. He stated that this choice was built upon the fact that
SERVQUAL has influenced much of the research in service quality. Yeo,
(2008, p.272) insisted that SERVQUAL has an advantage over the other
models in service quality including those prepared only for education
institutions as SERVQUAL “encompasses the whole-person experience
rather than the experience of teaching”. He clarified his preference of
SERVQUAL over the other instruments as it incorporates both
expectations and experiences together, which eliminates bias by
students and make them “more objective and less erratic”.

Many studies also have applied the SERVQUAL instrument to
measure student perception of service quality and found it suitable for
higher education such as Anderson (1995), Telford & Masson (2005),
Narang (2012) and Lupo (2013).

2.8.3 Critique of SERVQUAL

In their criticism of SERVQUAL, Donnelly et al, (1995) pointed
out that although SERVQUAL was intended to measure satisfaction
through customer perception of service delivery, it does not provide any
opportunity to assess customer expectations. They believe that the
managers’ reason for conducting service quality measures is to convince
stakeholders that the organization is focusing on customers and paying
attention to their needs. They also stated that “such surveys can disguise
fundamental problems in service provision that need to be addressed as
a matter of urgency” (Donnelly et al, 1995, p.16).

From the point of view of the average customer, quality is not an

easily defined notion. As stated by Parasuraman et al, (1985, p.41),
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“Quality and its requirements are not easily articulated by consumers”.
This makes any judgment on ‘how good the quality of service is’ difficult
for customers, since they do not have a concept of perfection or the
means to give a clear opinion. This difficulty is clarified when compared
with evaluating goods. In addition, customers sometimes, when asked
about their expectations of service, tend to answer according to what
they think firms would offer -according to customers’ experience- not
what they should offer. A fourth side of the difficulties encountered when
measuring services is the evaluation of “the process of service delivery”
(Parasuraman et al, 1985), in addition to evaluating the service
provided. Therefore, it is not just the quality of the service but the quality
of delivery process which can deeply affect the quality of the service
itself. Customer participation is another aspect of a service industry.
Customer participation in the service delivery is crucial to service
quality. It could strongly affect, both positively or negatively, the
measurement of service quality. As was pointed out by Lovelock & Young
(1979), that the customer participation could also help to reduce the
cost, widening the benefits obtained by service providers.

According to the above lines, there are four difficulties in
measuring service quality, as compared to goods quality:

1. Since some service quality measures are made to convince
stakeholders, this can hide basic problems in the provision of the
service.

2. Criteria for service quality are not very clear for most consumers,
making evaluating services difficult for customers, in comparison
with evaluating the quality of goods.

3. The integral nature of service delivery that can affect the service
itself.

4. Customer’s participation, which can strongly affect, positively or

negatively, the measurement of service quality.
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2.8.4 Determinants/Dimensions of SERVQUAL
Berry et al, (1985) identified ten basic determinants of service
quality for most (if not all) industries of customer service, which can be
summarized as :
1. Reliability: performing right, from the first time;
2. Responsiveness: employees’ willingness or readiness for
providing the service;
3. Competence: possession of the required skills and knowledge to
perform the service;
4. Access: approachability and ease of contact;
Courtesy: politeness, respect and consideration;
6. Communication: keeping customers informed and listening to
them;
7. Credibility: trust, worthiness and honesty;
8. Security: the freedom from danger, risk or doubt;
9. Understanding the customer; and

10. Tangibility: the physical evidence of the service.

Parasuraman et al, (1988) regrouped these above-mentioned

dimensions into five major categories, namely:

1. Tangibility;

2. Reliability;

3. Responsiveness;

4., Assurance; and

5. Empathy.
In HE those dimensions meanings can be clarified according to
Parasuraman et al, (1988) SERVQUAL items, as in the following lines:
Tangibility is about equipment, physical facilities and personal
appearance of staff (faculty).
Reliability is about the level of dependency, commitment, problem

solving, sympathetic and reassuring and records keeping.
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Responsiveness is about accuracy on services timing, prompt services,
willingness to help students and deducting enough time for students
services.

Assurance is about trust between students and staff/faculty,
staff/faculty politeness, and staff/faculty adequate support and ongoing
development to do their job well.

Empathy is about paying students individual attention, knowing
students needs, HEI having their students’ best interests at heart and
convenient working hours.

SERVQUAL has been applied and used for measuring service
quality in both private and governmental sectors. It allows customers to
evaluate service quality according to the five dimensions of reliability,
responsiveness, assurance, empathy, and tangibility (Parasuraman et al,
1988).

Notably, the SERVQUAL model has been continuously developed
by Parasuraman, Zeithaml and Berry during the following years of 1985,
1986, 1988, 1991, 1993 and 1994 (Wisniewski 2001) in order to make it
fit all kinds of service organizations (Parasuraman et al, 1988). The
SERVQUAL questionnaire was “arrived at after considerable empirical
psychometric testing and trials so that it could be applied across a broad
range of service organizations with only minor modification” (Donnelly
etal, 1995, p.17).

Based on the service quality literature review, it can be concluded
that SERVQUAL is a useful tool that can be easily adapted to any service
context to determine whether or not the customer is satisfied, and to
what extent he is satisfied. It assesses which dimension of the five scores
higher in customer expectations, and how these dimensions are rated by
customers, in addition to assessing the gap between customer
expectations and their experiences in the services they received. When
the customer is satisfied during and/or after the provided service, the

organization (service provider) is succeeding. If the customer is not
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satisfied, the organization is not providing good quality and SERVQUAL -
via its various dimensions - will help in determining the causes of such
dissatisfaction (quality gaps) and what needs to be taken into
consideration in order to reach customer satisfaction (Bayraktaroglu &
Atrek, 2010). It has been also highlighted that SERVQUAL can be applied
in the majority of industries, including HE. Finally, it can be concluded
that SERVQUAL, after the needed modification to its skeleton
(Parasuraman et al., 1988), is still considered to be the most common
tool for measuring service quality, as well as updating and improving

provided services.

2.8.5 Structure of SERVQUAL

The SERVQUAL model depends on employing around 22
questions to construct the SERVQUAL questionnaire, to assess the five
required dimensions of service quality (Donnelly et al, 1995; Wisniewski
2001; Oliveira, 2009). Each question statement is "used twice: once to
measure expectations and once more to measure perceptions”
(Wisniewski, 2001, p.382).

To obtain this current research’s primary quantitative
information, three questionnaires based on SERVQUAL are prepared.
The first, targeting faculty staff in CCs in the KSA, the second, CCs’
students and the third, CCs top managers, to measure their satisfaction
regarding the educational services provided by their respective CCs.
Those questionnaires are based on the SERVQUAL multiple item scale by
Parasuraman et al, (1988). In addition, the faculty questionnaire is also
based upon Saudi’s eleven major Standards for Accreditation and Quality
Assurance (NCAAA, 2011), that will be clarified in detail shortly.

The three categories, e.g. students, faculty and top managers,
represent all the internal stakeholders in any CC in KSA. The reason for
choosing these categories and how the research dealt with them will be

clarified in detail in the Methodology chapter.
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Later on, the three questionnaires were applied -with some

modifications to suit the HE context- in the context of CCs in the KSA.

2.8.6  Relationship between Quality Assurance Standards and
Service Quality

The purpose of having Quality Standards in organizations is to
have better service quality. Quality Standards have a role to play in
enhancing organizations’ service quality. In the following lines the
relationship between the two will be investigated to find out whether
Quality Standards have an influence over service quality or not.

Service Quality, via its dimensions, assists in measuring the
quality performance of an organization. It measures gaps between
expected service and perceived service from the point of view of the
customer. As previously mentioned, the development of international
standards for quality management systems (QMS) such as ISO 9001, is
another incentive for a better quality of services or goods. Certification
to ISO 9001 or other industry QM standards does make a difference in
attracting customers and gaining their confidence in the products or
services provided (Hoyle, 2001). According to Berry et al, (1990),
Quality Assurance Standards correlate with service quality - they
enhance its application and can actually guarantee good service quality -
and if Quality Assurance Standards are absent, the quality perception of
customers will suffer (Berry et al, 1990; Rowley, 1997; Bowen & Ford,
2002; Martirosyan & Kwoka, 2010; Psomas, et al, 2012). Services are
critically influenced by standards they are evaluated against. Quality
Standards are important as a reference tool for customers to make a
judgment of a received service (Piercy, 2013).

In contrast, improper quality standards specifications or delivery
can cause quality gaps (Parasuraman et al, 1985; Rowley, 1997). If there
is a gap between the specifications of service quality (i.e. Quality

Standards) and actual service, this gap will “affect service quality from
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the consumer’s standpoint” (Parasuraman et al., 1985, p.45). Conversely,
these standards must also influence the expectations of customers,
either in the design or the delivery of services (Rowley, 1997).

Having appropriate Quality Assurance Standards alone will not
achieve good service (Bowen & Ford, 2002; Martirosyan, & Kwoka, 2010;
Psomas, et al, 2012). Standards need to be applied, monitored and
effectively managed in order to achieve good services. Psomas, et al,
(2012, p.159) in discussing the importance of effectively applying quality
standards stated that “by achieving the ISO 9001 objectives (in other
words by increasing ISO 9001 effectiveness), product/service quality
and operational performance are directly improved”.

It can be concluded, then, that Quality Standards appear to be a
powerful tool in obtaining and maintaining service quality (Martirosyan,
& Kwoka, 2010).

QAS of the Saudi NCAAA have the same role as any international
standards. QAS were built to enhance the performance of quality in all
HEI in KSA. On their official website, the NCAAA mission statement
declares that they “encourage, support and evaluate the quality” of HEI
(NCAAA, 2010, website).

Do QAS of the Saudi NCAAA have an influence on service quality
dimensions?

Whilst there is an assumption that Quality Standards will lead to
improved service quality performance, there is little research on
whether or not these benefits are actually achieved. As one of the aims of
this research, this connection will be examined through analysis of the

data gathered, and clarified in the discussion chapter.

2.8.7 Chapter (2) Summary
This chapter has presented the literature review which
investigated the meaning of quality, quality management in general,

quality management in education and pressures facing education on
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quality. It has then discussed the context of quality management in
higher education and reviewed the many tools for quality management
and measurement with more detail for TQM and Service Quality and its
tool SERVQUAL.

It has addressed the first two research questions i.e. RQA1 and RQA2:

A. What are the requirements recommended by the existing literature
for:
1) measuring service quality

2) enhancing QM and service quality

in the HEI and CC sectors? How can they be applied and what are
their limitations?

It was found that the service quality via its tool SERVQUAL, was
the best approach for measuring the performance of service
organizations including HEI after the needed adoption and when used
with other quantitative or qualitative tools. This chapter has then
investigated the relationship of Quality Standards and service quality.

The following chapter will discuss the development of
community colleges generally. It will discuss it internationally by
focusing on CCs in the USA, shedding a light on the features, funding
system and the research on CCs in USA. It will then investigate the scene
of quality in higher education in KSA with more synthesis on the Quality
Assurance Standards (QAS). Then it will present in detail the community

colleges scene in KSA and how the CCs sample was chosen.
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Chapter 3: Community colleges context and Higher

Education Scene in KSA

This chapter discusses the development of community colleges
generally. It discusses it internationally by focusing on CCs in the USA,
since the USA is the originator of this kind of HEIL. Which took place in
1901 (Brint & Karabel, 1989), from which CCs have spread around the
world. This chapter is shedding a light on the features, funding system
and the research on CCs in USA. It investigates the scene of quality in
higher education in KSA with more synthesis on the Quality Assurance
Standards (QAS), and presents in detail the community colleges scene in

KSA and how the CCs sample was chosen.

3.1 Development of CCs

USA is the originator of this kind of HEI, in 1901 (Brint & Karabel,
1989), from which CCs have spread widely, now encompassing 1167
CCs, enrolling 12.4 millions of students (AACC, 2011a). These numbers
have grown to be nearly 1200 CCs, enrolling about 13 millions of
students (AACC, 2014).

In other nations, CCs are given different names. In The UK, they
may be called Further Education Colleges or Higher Education Colleges,
while in other English speaking nations they are called Tertiary

Education Colleges.

3.1.1 CCsinthe USA

In their book entitled "The Diverted Dream: Community Colleges
and the Promise of Educational Opportunity in America, 1900-1985",
Brint & Karabel (1989) provide a summary of the CC’s history from its
emergence in 1901 in the USA in Joliet, Illinois, under the name of
“Public Junior College” or the “Two-Year Junior College,” until the
publication of their book in 1989. At the time of CCs emergence, there
were strong doubts that this new kind of Tertiary Education could
survive. “Over time, however, it became apparent that this peculiarly

American invention was destined to do far more than survive; by mid-
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century, it had become an integral feature of the American educational
landscape” (Brint & Karabel, 1989).

By 1989, there were more than 900 public two-year colleges
distributed all over the USA, serving more than 4 million American
students (Brint & Karabel, 1989). According to the “Fast Facts” document
of the American Association of Community Colleges, these numbers rose
to reach 1167 CCs, enrolling 12.4 millions of students in 2011 - with an
increase in enrolment rate of 15% from Fall 2008 to Fall 2010 (AACC,
2011a), proving that social demand for CCs is growing increasingly
stronger (DeGenaro, 2001; Crookston & Hooks, 2012). As in above, CCs
in USA are 1200, enrolling about 13 millions of students (AACC, 2014).
Undoubtedly, CCs in USA represent the “largest and fastest-growing
sector of U.S. higher education” enrolling (45%) of all USA
undergraduates (AACC, 2014).

3.1.2 Features of CCs in USA

The role played by CCs in the USA was crucial in encouraging
many general education leavers (e.g. students) to enroll into HEIL. “For
more than a decade, the majority of all degree-credit students entering
the higher education system have done so in a two-year institution,” with
54% of all first-time college enrolled students, according to the U.S.
Department of Education (Brint & Karabel, 1989). In 2014, the ‘First-
Time Freshmen percentage’ in the two-year institutions was 45%.
(AACC, 2014).

In fact, CCs enjoy a multitude of features that have attracted those
millions of students all over the USA:

1. Meeting local needs: CCs have been set up to meet local
needs, which differ from one place to another, according to
social demand and requirements (Bers, 1980). CCs are
playing an alternative role to universities for the first two
years of a student’s post-secondary education (Mykerezi et

al, 2009, See also: Cohen & Brawer, 1987; Hilmer, 1998;
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Levin, 2001; Ayers, 2011; Crookston & Hooks, 2012). CCs
have a “significantly positive effect on the futures of those
students who are of low wealth, low ability, or performed
poorly in high school” (Hilmer, 1997, p.66).

2. Open admission and unlimited access: CCs provide
access for all students completing general education at any
age to enroll, without any upper age limits (Bailey et al,
2005). They have also provided higher education open
access (Cohen & Brawer, 1987; Levin, 2001; Grubb, 2002;
Bailey et al, 2005) especially opportunities for the
American working class for all students meeting its
minimum criteria (Bailey et al, 2005). It is the only post-
secondary education available for all in the USA (Bers,
1980; Cohen & Brawer, 1987; Windham, 2001; Brown,
2002; Mulkern-Kolosey, 2006; Mykerezi et al, 2009;
Marcotte, 2010; Ayers, 2011; Teranishi et al, 2011).

3. Convenient campus locations: Since CCs are distributed
all around the USA, their role is becoming more essential
“especially in rural areas where career training is difficult
to obtain” (Kasper, 2002, p.14). Extended demographically
across the USA, CCs had “changed the face of American
higher education” (Brint & Karabel, 1989, p. 6) See also:
DeGenaro, 2001 and Teranishi et al, 2011.

4, Unlimited repetition: in which students have unlimited
opportunities to attend the programmes they wish to,
without limits on repeating any courses they have failed
(Bailey et al, 2005).

5. Comprehensiveness of courses offered: CCs are
providing their students with different kinds of
programmes, such as: courses traditionally offered by

college level institutions in order to obtain a bachelor
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degree (Levin, 2001; Santibanez et al, 2007); courses of a
vocational nature that lead to an associate degree, and
latterly, career training through courses of a vocational
nature (Windham, 2001; Brown, 2002; Kasper, 2002;
Mulkern-Kolosey, 2006; Marcotte, 2010; Teranishi et al,
2011).

6. Flexibility of time frames: Courses are offered “day and
night on campus and off” (Cohen & Brawer, 1987, p.2), at
the CC’s students’ convenience (Cohen & Brawer, 1987;
Kasper, 2002; Bailey et al,, 2005; Marcotte, 2010; Teranishi
etal, 2011).

7. Support of at-risk students: CCs are providing support
services and programmes to those students considered at
risk or prevented from traditional post- secondary
education due to social and academic barriers (Cohen &
Brawer, 1987; Brown, 2002; Bailey et al, 2005; Marcotte,
2010; Ayers, 2011; Teranishi et al,, 2011).

8. Preparation for labour market: CCs prepare students to
directly enter the labour market, through two year
Associate degrees, one year certificates, and other similar
or shorter programmes (Levin, 2001; Windham, 2001;
Grubb, 2002; Santibaiez et al, 2007; Marcotte, 2010;
Ayers, 2011; Teranishi et al, 2011).

9. Low tuition fees: One of the most attractive features of
the CCs for American students is their low tuition fees.
According to the Fast Fact of the AACC (2011), annually,
CCs charge only one third of the 4-year colleges' fees (i.e.
CCs require: $2,713 while 4-year colleges require $7,605).
These tuition fees represent just 15% of the American CCs’
revenue sources, 15% coming from other sources and the

other 70% from State, Local and Federal funds (AACC,
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2011a). One of the main reasons for CCs’ having lower
costs (and accordingly lower fees) than other HEI is their
being teaching-oriented, rather than research-oriented
(Cohen & Brawer, 1987; Hilmer, 1998; Mykerezi et al,
2009; Marcotte, 2010; Teranishi et al,, 2011).

10.Funding system of CCs in USA: CCs are, by definition,
local government institutions, which provide education as
a public service (Mykerezi et al, 2009; Teranishi et al,
2011). They receive funds from local taxes, state and

federal government (Bers, 1980).

The success of CCs in the USA has motivated many other
countries all over the world to follow the American experience by
establishing CCs or other similar colleges (Brint & Karabel, 1989). CCs in
KSA are largely modeled on the US CCs. For this reason, and because
there is little or no published research on CCs in KSA, the research issues

on US CCs will now be reviewed.

3.1.3 Research On CCs in USA

It is evident that the CCs’ have not attracted a great deal of
attention in previous research (DeGenaro, 2001; Bailey et al, 2005;
Marcotte, 2010; Crookston & Hooks, 2012). American CCs, according to
DeGenaro, (2001), have failed to fulfill their promise to transfer their
students to universities or four year colleges (Hilmer, 1997; DeGenaro,
2001; Mulkern-Kolosey, 2006). On the other side, Cohen & Brawer
(1987, p.3) stated that the role of CCs is not to transfer their students to
universities, but rather to serve as a “gatekeeper” that “protects
universities by sorting prospective students, sending on only those who
have passed the various college level initiatory rites: the courses, tests
and prescribed modes of conduct.”

In fact, the role of CCs has developed from being a mere

‘gatekeeper’, as stated by Cohen & Brawer (1987), to that of an essential
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element of the HE system, providing the first two years “for all students
who meet minimum criteria” (Bailey et al, 2005, p.2) to enable them to
transfer to the four-years universities (Hilmer, 1997; DeGenaro, 2001;
Mulkern-Kolosey, 2006). This has not been efficiently enacted, as
highlighted by AACC (2011a) that research has recently pointed out that
those who commence their postsecondary education at a CC are less
likely to obtain a baccalaureate than those who begin on a four-year
campus.

Also, more than ever before, students’ retention and completion
in CCs have recently attracted the attention of policy-makers, educators,
accreditors and scholars. Consequently, they are paying more attention
to the CCs’ educational outcomes (Bailey et al, 2005). On the other side,
dropout rates are higher in American CCs than other HEI (Grubb, 2002).

Notably, Bailey et al, (2005) stated that many students in CCs
never finish their education, or gain a degree, although they spend many
years in the two-year colleges. They stated that 42% of students “who
started college in a two-year public institution left college within six
years after initial enrolment without a degree or certificate” and those
who succeed in completing “tend to earn lower-level credentials” (Bailey
et al, 2005, p.2). See also: (Grubb, 2002; Marcotte, 2010). The question
raised by Bailey et al, (2005) for CCs is “how to do a better job with the
types of students they already have”. As a result, CCs have been severely
criticized for low quality (Grubb, 2002), since they are expected to
produce graduates of high quality (Windham, 2001). In order to achieve
that goal, CCs are required to apply the principles and techniques of
quality for improving their teaching and learning processes (Windham,
2001). Noticeably, from the 1990’s on, CCs had been requested by HE
legislatures to Enhance its production, apply better quality and consume
less funds (Windham, 2001; See also: Michael et al, 1997).

Moreover, in his article entitled “The effect of community college

enrolment on bachelor’s degree completion according to a technical
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report by the United States Department of Education in 2005”, Doyle
(2009) mentioned that about 80% of the total American students
enrolled into CCs for the first time are intending to obtain a bachelor’s
degree, and that the majority of them do not continue to obtain a
bachelor’s degree. Of all students attending CCs, just 21% of them do
complete their bachelor’s degree within six years, therefore losing an
additional two years (Doyle, 2009).

Hilmer (1998) highlighted a possible answer to the point raised
by Doyle (2009). He stated that since high schools do not provide clear
indications of students’ abilities to complete their higher education or
directly join the labour market, taking courses in a university or CC
would provide significant indications regarding students’ potential. This
would enable them predict their likelihood of success more accurately
(Hilmer, 1998). See also: (Mulkern-Kolosey, 2006).

Notably, one of the major factors that might explain CCs’ students’
low achievement is the lower tuition fees, (Hilmer, 1998) compared to
other HEIL. CCs’ open access system means that they enroll the majority
of students without testing their abilities of success in HE, which could
explain the large percentage of students who don’t complete their
bachelor’s degree (Hilmer, 1998). Mykerezi et al,, (2009) believe that the
actual impact of CCs or two-year colleges on postsecondary education is
positive. To some extent, they share the same perspective adopted by
Cohen & Brawer (1987) regarding the ‘gatekeeper’ role they believe CCs
are playing. However, bearing in mind what the United States
Department of Education (see: Doyle, 2009) mentioned about 80% of
students enrolled in US CCs do not complete the intended bachelor
degree, there is a real problem of CCs’ performance adversely affecting
students’ performance and achievement. In addition to the repeated
criticism directed at CCs for their poor quality (Grubb, 2002), and the
expectations to produce graduates of high quality (Windham, 2001), the

quality in CCs needs to be better managed and enhanced.

o1



Nottin_gham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

3.2 Higher Education & Community Colleges Scenes in Saudi
Arabia

3.2.1 The Higher Education Scene in Saudi Arabia

Currently, a multitude of challenges face HE, such as globalization,
national and international competitiveness, the information and
communication revolution, finance and growing social demand for
higher education (Levin, 2001; Tambi et al, 2008; Marcotte, 2010;
Teranishi et al, 2011). In this context, Bernheim & Chaui (2003)
emphasized the significant role assigned to HE for facing such challenges
and promoting the sustainable development of both individuals and
societies. Indeed, modern
"society has become increasingly knowledge-based so that higher learning
and research now act as essential components of cultural, socio-economic
and environmentally sustainable development of individuals, communities

and nations." Bernheim & Chaui (2003, p.9).

Notably, the Saudi leadership considered the importance of HE as
one of the most essential ways to prepare qualified Saudis in order to
build the nation. It believes that HE is “a pillar of the successful
development in any country” (Ministry of Higher Education, 2013,
website). As a result, over the years, the Saudi leadership has paid much
attention to HE, starting with the establishment of several colleges in
major cities, in 1949; however, the real inception of higher education
institutions in Saudi Arabia came in 1957, when King Saud Bin Abdul
Aziz founded King Saud University in Riyadh, the Capital city of KSA, as
the first ever university in the Kingdom. A gradual development started
after that reaching (8) governmental universities in 2000 and (11) in
2005 (MOHE, 2010).

The revolution in higher education in Saudi Arabia has started in
the last few years. This is evidenced through the increasing number of

Saudi wuniversities that have grown, from eight to reach an
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unprecedented number of 25 universities in 2009, covering all Saudi
provinces.(MOHE, 2014). Also, the number of private universities and
colleges witnessed a similar increase to reach seven private universities
and many more private colleges (MOHE, 2009a; MOHE, 2014). The total
capacity of all of higher education institutions in Saudi Arabia rose to
186,000 places covering 85% of eligible male students and 70% of
eligible female students (Alharbi, 2007).

In 2009 the numbers of students jumped to (728,867) students
(315,974) (43.4%) are male and (412,893) (56.6%) are females. It is
interesting here to see that the higher percentage is for females which is
not the case in most countries around the world (MOHE, 2010). The free
transportation for female students (MOHE, 2013) can be added here also
as an advantage for females against males. Can this be considered as
discrimination against men?

The number of students has grown again to be (880,003) students
in all the 25 governmental universities in (2012) (MOHE, 2012).

In addition, the Saudi leadership decided to benefit from the rise
in the national income, owing to the high rise in oil prices throughout the
last few years, by investing in a plethora of fields, including higher
education. The government started sending thousands of students on
external scholarships to complete their higher and post-graduate studies

abroad.

3.2.2 Quality Status of HEI in Saudi Arabia

A quality movement has recently started in Saudi HEI, with initial
efforts made by some HEI at an individual level such as King Saud
University (KSU) and King Fahd University for Petroleum and Minerals
(KFUPM) as well as other individual institutions around the country
(Ministry of Economy and Planning, 2010). The initial emergence of
systematic endeavor towards quality was achieved by launching the two
main categories of Quality Assurance Standards for HEI in KSA in 2009,
by the Ministry of Higher Education (MOHE), through the newly

53



Nottin_gham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

established National Commission for Academic Accreditation &
Assessment (NCAAA). These categories include:
1- Standards for Institutional Accreditation in Higher Education, and
2- Standards for Quality Assurance and Accreditation of Higher

Education Programmes.

Such Quality Assurance Standards (QAS) for HEI have been newly
launched in KSA and will be gradually applied by all Saudi HEI during the
coming years, since there are great differences in QAS application and
experiences at various HEI in KSA (NCAAA, 2009a). Notably, these
standards will be applied to all governmental and non-governmental
universities and colleges, except for military education institutions
which have different procedures (NCAAA, 2009a). The effectiveness of
these is yet to be established.

3.2.3 The Quality Assurance Standards (QAS) of the Saudi
National Commission for Academic Accreditation &
Assessment (NCAAA)

In order to get some background of the Quality Assurance
Standards of Higher Education Institutions in KSA, the researcher visited
the NCAAA and met its General Secretary, Professor Abdullah
Almusallam and one of its consultants Dr. Salih Alghamdi. They provided
a lot of information regarding the processes they followed in order to
build the NCAAA standards. They also gave the researcher a nine pages
document describing all the steps they followed and naming all the
international experts they consulted. All of these details will be shown in
this paragraph.

The NCAAA was established in 2003 in order to build
accreditation standards for all post-secondary education institutions in
KSA. The NCAAA had prepared three kinds of standards; Institutional
Standards, Educational Programmes Standards and Vocational

Standards. What this research is concerned with is the first one.
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3.2.4 The preparation processes of QAS

In 2004 Dr. Ian Allen the former Manger of Higher Education in
Victoria State, Australia, was appointed a consultant for the NCAAA and
joined the NCAAA'’s national team. Allen had a lot of experiences in Asia,
Latin America and Middle East in quality for higher education
institutions and played an important role in establishing the Australian
Universities Quality Agency (AUQA). The NCAAA team visited several
governmental and private HEI for gathering information to view the
institutional aspects of HEI in KSA. A draft of the higher education
standards (it was called at that time benchmarks), national framework of
qualifications and a guide of internal quality assurance processes were
prepared in accordance with standards of best international practices
and the national prospective and its needs.

A team of international experts in quality assurance had visited
the NCAAA in 2005 to revise these documents, suggest changes and
provide recommendations. That team members were: Dr. Marjorie
Peace-Lenn the Executive Manager of Quality Assurance for
International Education in the USA, Dr. Richard Lewis Chief of
International Network for Quality Assurance Agencies in Higher
Education (INQAAHE) and Dr. Michael Smith the Manger of the
Commission of Academic Accreditation in the United Arab Emirates
(UAE) and the previous Manager of Higher Education Commission in
South Carolina, USA. After that, all of those documents were presented
and discussed in a national seminar in Riyadh in 2005. A meeting with
quality representatives of the governmental universities to get their
comments and suggestions had took place. The documents were revised
again and sent to all the governmental universities in KSA in order to get
their feedback. Then all of those documents were sent to a number of
international experts in quality assurance in several countries. Those
experts were: Dr. Arthur Brown the Former Assistant Manager of the

Quality Assurance Agency in the UK, Dr. Robert Schofield Expert
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Reviewer in the Quality Assurance Agency in the UK, Dr. Colleen Liston
the Manager of Quality and International Planning in Curtin University
and an international expert in accreditation, Dr. David Woodhouse the
Executive Manager of the AUQA, Dr. Donald Baker the Executive
Manager of the Council of Quality Evaluation of the Post-Secondary
Education in Canada, Dr. Steve Crow the Executive Manager and the
Chief of Higher Learning Commission of the North Central Association of
Colleges and Schools in the USA and others.

The next step was a two days meeting with senior faculty
members in quality assurance in the governmental universities for
approving those standards, which had been approved with minor
changes. Those standards were applied in the period 2006-2009 in
several universities from both the governmental and the private sectors
for testing and developing the standards.

The final step was in April 2009 when a team of experts in quality
assurance was hosted in the NCAAA in order to make sure that the
standards are in line with the international best practices in quality
assurance. Those experts were: Dr. Peter Williams the Chief Executive of
the Quality Assurance Agency in the UK, Dr. Jean Morse the Executive
Manager of Middle States Commission on Higher Education (MSCHE),
Professor Kwong Lee Dow the former Chief of Melbourne University,
Australia, Dr. George Peterson the former Chief and the Administration
Manager of the American Commission for Engineering and Technological
Programmes, USA and Dr. Badralldin Abu Alola the Manager of the
Commission of Academic Accreditation (CAA) in the UAE. As a result the
documents were approved and distributed for all post-secondary
institutions in KSA.

The processes detailed above show the extent to which the
NCAAA was very precise and accurate in getting standards for quality

assurance that is applicable in the Saudi context on the one hand and in
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line with international best practices in higher education standards on
the other hand.

Saudi NCAAA has formulated such standards based on various
acknowledged international standards, with some minor adaptations
and modifications to suit the Saudi context and prevailing circumstances
(MOHE, 2009b). They include eleven major QAS as follows:

1. Mission, Goals and Objectives;

2. Governance and Administration;

Le. Effective leadership, policy development and processes for
accountability.. etc (NCAAA, 2009a).

3. Management of Quality Assurance and Improvement;

4. Learning and Teaching;

Specified students learning outcomes, teaching staff must be
appropriately qualified and experienced for their particular
teaching responsibilities (NCAAA, 2009a).

5. Student Administration and Support Services;

6. Learning Resources;

Such as libraries, access to electronic and other references, IT
facilities..etc (NCAAA, 2009a).

7. Facilities and Equipment (Housing);

Adequate provision for classrooms and laboratories, food
services, extracurricular activities, and where relevant,
student accommodation (NCAAA, 2009a).

8. Financial Planning and Management;

9. Employment Processes;

Attracting and retaining Qualified teaching staff (faculty),
evaluating teaching and other staff (NCAAA, 2009a).

10. Research; and

11. Institutional Relationships with Community (NCAAA, 2009a).

These standards have been clarified in detail and sent to all HEI in

KSA in order to show what is generally accepted as good practice in
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higher education throughout the world adapted to the particular
circumstances of higher education in the Kingdom of Saudi Arabia
(NACCC, 2009a).

However, most HEI in KSA have not met yet the required quality
standards, neither in their institutions nor in their higher education
programmes. As a result, more effort should be exerted to enhance the

quality of HEI in KSA (Ministry of Economy and Planning, 2010).

3.2.5 The Community Colleges Scene in Saudi Arabia

In Saudi Arabia, there are 47 Community Colleges, spread all over
the country (MOEH, 2009a). They are all affiliated to the governmental
universities. For a detailed map of CCs in KSA, see Appendix (4). All CCs
are assigned similar roles and functions in their attempts to meet the
multiple learning and training needs of the community they serve (AACC,
2008). They concentrate their academic efforts and vocational training
on the applied subjects and specializations needed by the labor market
(MOHE 2009b). They also offer a variety of academic and applied
professional programmes aiming to prepare their students academically
to complete their higher education or to professionally join the labor
market (Alhabib, 2004).

Overall, recent official statistics show that there is a total number
of 47 CCs distributed throughout KSA’s 13 main administrative divisions,
the “Regions” (MOEH, 2009a). In such a far-flung country covering
2,150,000 square kilometers as Saudi Arabia (MOFA, 2012), it is far
beyond the researcher’s time and ability to cover all the CCs population.
As a result, collecting rich detailed quantitative and qualitative data from
ten CCs out of 47 seems a plausible alternative option, for further
generalization to other CCs. Notably, such generalization is acceptable
only as long as other examined institutions are in a similar relevant
context at the same time; the selected sample actually represents its
entire research population (Myers, 2000). More details about the

number of CCs chosen sample will be clarified later on.
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After preliminary research on the distribution of CCs in KSA
conducted by the researcher, it was identified that they are spread in
most parts of the country. They can be found in all major cities and all of
the country's regions, as shown in the map of CCs’ distribution in KSA in
Figure 4. Basically, CCs in KSA geographically represent the higher
education institutions in KSA. Some of them have recently changed into
professional colleges awarding bachelor degrees for their students.
Thorough empirical data and information will be gathered and deeper
analysis of the situation of CCs in KSA will be conducted in this research
in order to know the situation of quality management and what is
needed to be taken into consideration for applying or enhancing quality
management in CCs in KSA.

The following Figure 4 depicts a map for those different Saudi

Regions as well as their CCs location and gender distribution:
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Figure 4: Saudi Regions Linked to their CCs Location & Gender Distribution.
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The response rates, for study questionnaires or interviews, were
due to paying personal visits to most of the selected ten CCs. The
researcher was logistically supported by an official letter issued by his
university (Shaqra University) one of the governmental universities in

the KSA.

Before the selection take place the size of the Saudi CCs in light of
their students’ numbers according to the (2010-2011) academic year

statistics were studied, which is represented in the in Figure (5).
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Total numbers of students in Community Colleges in KSA 2010-2011
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Figure 5: Size of Saudi CCs in Light of their Students’ Numbers. (MOHE, 2011).

Furthermore, the following Table (3) shows the names of all
Saudi CCs, their location, students’ numbers as well as gender range at

each.
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#|  Region # msitution | Students | Sender”
1 RCCSCE** 2146 BG
2 RASCSCKSU*** 1954 BG
3 Riyadh CC 1355 M
4 Shagra CC 127 M
5 Aldwadmi CC 71 M
1 Riyadh 6 Alquaiyah CC 380 BG
7 Huraimila CC 369 BG
8 Alaflaj CC 526 M
9 Wadi Addwaser CC 208 M
10 Alkharj CC 1137 M
11 Almajmaa CC 437 M
12 Makkah CC 1833 F
13 Jeddah CC 376 M
2 e 14 Taif CC 1739 BG
15 Ranyah CC 80 F
16 Madinah CC 1739 BG
17 Khaibar CC 284 BG
18 Alhenakiah CC 226 F
’ Al-Madinah 19 Almahd CC 160 BG
20 Alola CC 72 BG
21 Alhenakiah Female CC 91 F
22 Buraida CC 160 M
! aiase 23 Onaiza CC 170
24 Dammam CC 754
25 Hafr Albatin CC 520 M
26 AASCSCH*** 980 BG
® | Eastern Region 27 Ahsa Female CC 818 F
28 Alqatif Female CC 714 F
29 DASCSCH¥** 1845 BG
30 Abha CC 786 F
31 Alnamas CC 154 M
32 Khamis Mushait CC 452 M
6 Asir 33 Kh;gfall\iugg - 228 F
34 Rijal Alma Female CC 139 F
35 Mhail Aseer CC 230 M
36 Rijal Alma CC 61 M
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# Region # | Name of Institution | No. of Students | Gender*
7 Tabouk 37 Tabouk CC 713 BG
8 Ha'il 38 Ha'il CC 348 BG
9 Northern Borders 39 Northern Borders CC 446 BG
10 . 40 Jazan CC 2150 BG
Jizan
41 Najran CC 2403 BG
42 Sharorah CC 375 BG
11 .
Najran

Najran Community
43 642 F
Service College

12 Al-Baha 44 Baha CC 153 M
45 Skaka CC 190 BG
13 Al-Jouf 46 Alquraiat Male CC 195 M
47 Tabarjal CC 254 BG

*BG=Both Genders. M=Males. F=Females.

**RCCSCEIU=Riyadh College of Community Services and continuous Education Imam University.
***RASCSCKSU=Riyadh Applied Studies and Community Services College King Saud University.
*#*AASCSC=Ahsa Applied Studies and Community Services College.

*kDASCSC=Dammam Applied Studies and Community Services College.

Table 3: Name of All Saudi CCs, their Location, Students No. & Gender (MOHE, 2012).

3.2.6 Chapter (3) Summary

This chapter has discussed the development of community
colleges generally. It has discussed it internationally by focusing on CCs
in the USA, shed a light on the features and the research on CCs in USA. It
has then investigate the scene of quality in higher education in KSA with
more synthesis on the Quality Assurance Standards (QAS). Then it
presented in detail the community colleges scene in KSA.

The next chapter is about methodology followed in obtaining data
and information. It will discuss the basic features of the research
methods used in this research and the rationale for using them. It will
review both the quantitative and qualitative methods and their
instruments, make a comparison between their strengths and
weaknesses and how the two can be used together. Then it will
determine the instruments used in this research and how can they be
credible, reliable and avoid bias and other research problems affecting
credibility & validity of research. Finally, it will review the data collection
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processes starting by the pilot study and finishing with collecting data
and information from questionnaires and interviews from the sample

CCs.
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Chapter 4: Research Methodology

This section will clarify the basic features of the research methods
used in this research and the rationale for using them. It will then explain
how the CCs were selected for participation in the study.

Research is a pivotal mechanism for obtaining knowledge, finding
solutions to problems and investigating scientific or non-scientific
phenomena, such as those we continuously encounter in our everyday
life (Rajasekar et al, 2008; Myers, 2009). Research methods, whether
qualitative or quantitative, constitute indispensable core tools for
researchers to construct and share knowledge, and find plausible
solutions. Appropriate methods are usually chosen according to the
research’s inherent nature (Hathaway, 1995); however, each method has
its own features, strengths and weaknesses which should be taken into
account by researchers when embarking on the selection, design and
implementation of research.

This section will start with a comparison between quantitative
and qualitative research methods, as it is impossible to speak about
research methods used without considering their similarities and
differences (Van Maanen, 1998). Each research method has its own
distinct assumptions or features; resulting in different outcomes. Indeed,
these methods " carry with them different ways of asking questions and
often different commitments to educational and social ideologies"

(Hathaway, 1995, p.557).

4.1 Quantitative and Qualitative Research
Quantitative methods aim to collect and analyze numerical data
and are associated with a positivist epistemology. As highlighted by
Marshall (1998, website), a "quantitative methodology, generally
associated with positivist epistemology, is usually regarded as referring
to the collection and analysis of numerical data". They are closely often
used to justify or verify by the test the empirical basis and generality of

assumptions (Van Maanen, 1998).
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On the other hand, qualitative methods are "generally associated
with interpretative epistemology” (Marshall 1998, website), and aim to
collect data and analyze it, but "rely on understanding, with an emphasis
on meanings" (Marshall, 1998, website). See also: (Myers, 2009). They
are usually described as investigative, targeting to discover, describe and
build theory (Van Maanen, 1998).

In essence, ontology indicates investigating the existence and the
nature of something while epistemology comes later, to illustrate what
and how it exists. Therefore, epistemology is built upon ontology. It can
be concluded that if a study’s aim is to know the nature and existence of
something, it's ontological. Yet, if the research aim is to know what or
why, it's epistemological. Deciding which method to be used, researchers
should think about the assumptions underlying each of the two
approaches (Hathaway, 1995).

The discussion of assumptions is conducted here because many
researchers choose quantitative or qualitative methods "without giving
much thought to the assumptions underlying research methods"
(Hathaway, 1995, p.536). Debate on social science research methods,
either quantitative or qualitative, is a result of the permanent interaction
between the two assumptions of ontology and epistemology and their
relation to human nature (Morgan & Smircich, 1980). Notably, this
debate has always generated tension between these two distincts, and
seemingly contradictory perspectives.

Indeed, "there are few subjects that generate as much passion
among scientists as arguments over method" (Hathaway, 1995, p.535);
however, this debate is, in fact, basically unproductive (Miles &
Huberman, 1994). As a result, detailed discussion of the relative
advantages of quantitative versus qualitative methods is outside the
current research scope; however, to conclude this point, it is worth
mentioning the in-depth observation stated by (Marshall, 1998) that

"although there are various styles of social-scientific research there is
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only one logic of scientific inference. The logic of good quantitative and
good qualitative research designs does not therefore differ" (Marshall,
1998, website). It can be concluded that both methods are able to
provide valid and reliable results once they are applied well, from a
precise, scientific methodological perspective. Also, both methods are
complementary in nature and neither can stand alone by itself (Van

Maanen, 1998).

4.2 Quantitative Research: Strengths & Weaknesses

Quantitative research is the method to be used when there is a
need for numerical data collection (Hunter & Leahey, 2008). Quantitative
tools are designed for gathering data, for further analysis and study.
They enjoy wide-scale dominance in the field of organizational research
(Johnson et al., 2006; Smith et al., 2008).

Quantitative research is basically guided by the data output. The
researcher’s assigned role here is to verify his research hypotheses
empirically according to the collected data. "Being deductive and
particularistic in essence, quantitative research is based upon
formulating research hypotheses and verifying them empirically based
on a specific set of data" (Matveev, 2002, website). According to Van
Maanen (1998) quantitative data can take aspects like an answer of a
questionnaire item, formal behaviour observation, however, this data at
the end should be frequently counted and statistically analyzed. The
outputs of that work are numbers, tables and figures that summarise
selected part of the data.

One of the disadvantages of quantitative research is that data
collection and analysis can be labor-intensive and time-consuming
(Weinreich, 1996). Therefore, in many cases, quantitative research needs
more staff than one researcher, because of its numerous associated tasks
such as coding, programming, cleaning, and analysis. As a consequence, it
is common to divide the quantitative research multiple tasks among

several scholars (Hunter & Leahey, 2008). The main reason for such an
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option can be the increasing complexity and inter-connectedness
between the research areas and cases that may require more extensive
knowledge and equipment; thus the expertise of several scholars may be
needed (Hunter & Leahey, 2008).

Although quantitative research can achieve its desired aims by
gathering necessary data and facilitating its analysis, it sometimes does
not provide a detailed description (Neill, 2007; Zachariadis et al, 2013)
since it concentrates on verifying certain hypotheses by examining data
selected from the whole context in a reductionist manner. It also fails to
provide researchers with the specific context of the situation under
investigation (Matveev, 2002). This point has also been emphasized by
Weinreich (1996) who stated that "the greatest weakness of the
quantitative approach is that it decontextualizes human behavior in a
way that removes the event from its real world setting and ignores the
effects of variables that have not been included in the model”

(Weinreich, 1996, p.53).

4.3 Qualitative Research: Strengths & Weaknesses

Qualitative research uses multiple methods in investigating cases
and organizations which can help in understanding the phenomenon in
its social background (Gephart, 2004). This provides a detailed and
complete description of the whole context (Neill, 2007; Zachariadis et al,
2013), deep understanding of the phenomena under study (Marshall,
1998) and good interpretation of the phenomena in its context (Van
Maanen, 1998). By directly interacting with the participant sample of the
study, qualitative research can directly explore its subjects’ experiences,
resulting in rich and detailed data (Matveev, 2002).

Qualitative research is always accompanied by epistemological
interpretation (Marshall, 1998), basically targeting data collection and
analysis but relying "on understanding, with an emphasis on meanings"
(Marshall, 1998, website). It “embraces an array of non-statistical

research practices” (Johnson et al, 2006, p.131). Qualitative research
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mainly attempts to interpret the research phenomenon in its social
context, taking into account its historical background and its detailed
situation (Van Maanen, 1998). As a result; it can provide a detailed and
complete description of the whole context (Neill, 2007; Myers, 2009).

It also "attempts to accurately describe, decode, and interpret the
meanings of phenomena occurring in their normal social contexts"
(Matveev, 2002, website). It is, in fact, an "interpretative paradigm based
on the notion that social reality is created and sustained via the
subjective experience of people involved in communication" (Matveev,
2002, website). In sharp contrast to quantitative methods, qualitative
ones are rarely guided by pre-specified hypotheses (Matveev, 2002).
Therefore, researchers in qualitative research only know in general
terms, what to look for in their research (Neill, 2007).

One of the significant features of qualitative research is that since
it is descriptive in nature, required evidence can be taken from words in
interviews, pictures or objects (Neill, 2007).

Another strength of using qualitative research is that the collected
data can be rich and detailed, highlighting the participants’ real view-
points (Weinreich, 1996). The impression of simple data and information
that can appear in quantitative research is rarely found because
qualitative methods focus on "investigating the complexity, authenticity,
contextualization, shared subjectivity of the researcher and the
researched issue" (Matveev, 2002, website). Therefore, using qualitative
methods for investigating various cases or phenomena gives
opportunities to view them from different angles, whilst at the same time
they present a clear, panoramic overview. They also pay attention to
relations between employees, their daily work experience and issues of
gender and identity at work in diverse contexts (Johnson et al, 2006).

Furthermore, qualitative research brings direct interaction with
the study population; thus more accurate and in-depth understanding

(Weinreich, 1996), can be obtained only via qualitative research tools
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such as interview, observation, etc. Besides, using only qualitative
research, the study is not only partial, as often is the case for quantitative
research.

Qualitative research employs various methods and techniques
largely suited to conducting research on organizations since many of
qualitative research concentrated on the managerial work nature
(Johnson et al, 2006) and also due to its core features.

However, like quantitative, qualitative research has its own
shortcomings and weaknesses. First, it's time-consuming and “mentally
challenging” (Marshall et al, 2013, p.12). Although it provides detailed
rich data and a panoramic view of the case under study, it may consume
the researcher’s time and efforts.

The difficulty of generalization is another weakness of qualitative
research (Weinreich, 1996; Matveev 2002; Lansisalmi et al, 2004; Neill,
2007; Venkatesh et al,. 2013). Myers (2000) clarified that such a problem
stems from the small-sized samples employed by qualitative research,
which can make it incapable to generalize its conclusions. Since the small
samples usually used in qualitative research do not efficiently represent
the whole population of the focus or case, qualitative research is cannot
provide the type of reliable and objective knowledge required for
prediction (Van Maanen, 1998). As a rule, being able to predict future
changes and trends from a large sample or data set makes results more
generalizable.

Moreover, in qualitative research, the person who conducts the
research impacts the study, since it is essentially an interpretative and
subjective method that gives the researcher more influence on his/her
research results, taking into account the fact that the researcher is “an
important component for the successful implementation of the method
(Carrero et al, 2000 (in Spanish); cited by Lansisalmi et al, 2004).

Accordingly, having a less experienced researcher may lead, more than
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in quantitative research, to weak interpretation and culminate in false or
refutable results.

Bias and subjectivity are unavoidable side-effects of qualitative
research, since the qualitative researcher is the key instrument for data
collection, analysis and interpretation (Neill, 2007). That is why Van
Maanen (1998) described qualitative research as a personal, not
systematic approach in nature. Bias can happen even in quantitative
research, but in qualitative research it is more likely. It is difficult to
avoid bias when the researcher is subjective and immersed in examining
his research area (Matveev, 2002). Another weakness related to bias is
what Brown (2010, p.230) called the "absence of clear conventions,”
which can direct the researcher to work without a specific plan and
systematic mechanism. Finally, it could be concluded that accurately
applying scientific theories and delving deeply into analyzing the core
content of available data could prevent broader wide-scale audience

acceptance of qualitative research (Stutts & Barker, 1999).

4.4 Using Mixed Methods

Are Quantitative and Qualitative Methods both needed and
acceptable in one research study? Although each research method
effectively works by itself in the research field, they each receive
criticism from the other party. So, to what extent is having both methods
in one research acceptable?

Matveev (2002) supported this notion, arguing that both methods
can be compatible. The quantitative methods can supply a high level of
accuracy and the power of statistics, whereas the qualitative ones can
provide more in-depth information about the nature of communication
in a case or a phenomenon under investigation. In a similar vein,
Weinreich (1996) confirmed that combining both methods guides gains
the best of the two sides.

Aldamigh, (1996) also supported this perspective, asserting that

combining different methods can reduce the likelihood of error or bias,
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helping to explain the results from more than one perspective, increasing
the credibility of the results obtained and helping to avoid the defects
and limitations suffered by each single approach (see also: Dudwick et
al, 2006).

Applying the two methods together will ensure high reliability
levels of data collection via quantitative methods, and will allow more in-
depth information about the examined case (Matveev, 2002) as well as a
comprehensive description (Neill, 2007) through qualitative methods. In
other words, getting the best of the two methods to understand the
phenomenon under study (Venkatesh et al, 2013).

On the other side, Weinreich (1996) stated that combining the
two methods together still does not gain wide acceptance; however, this
has nothing to do with the effectiveness of combining both methods, but
rather, it might give an indication of the insufficient spread of this
combination in the research community. Yet, it can be concluded that
since this trend of mixing two research methods has started recently, it is
-according to Greene (2008, p.18)- too early to make a judgment about
mixing the two methods in one research. "We are still very much in the
infant stages of understanding how to judge the quality of mixed
methods practice".

Qualitative and quantitative data combination is often called
triangulation, although this term is also used, within the qualitative
approach, for combination of qualitative data from different sources or
perspectives. One supporter of triangulation is Wolf (2010, p.160) who,
after examining seven recent examples of triangulative research from
the comparative public policy literature in order to assess their
particular mixed methods approaches, stated "it has certainly broadened
the scope of insights, and brought the discipline forward".

Hathaway (1995, p.539) divided researcher opinion on
triangulation into three perspectives: "the purists, the situationalists,

and the pragmatists”. First, the purists would not even consider this
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combination. They believe that the "two approaches are so divergent in
terms of assumptions about the world, truth, and reality that one should
not even consider combining quantitative and qualitative research".
Second, the situationalist perspective uses certain methods for specific
situations, according to their appropriateness. Finally, the pragmatists
believe in using both methods at the same time. "The pragmatist views
the two approaches capable of simultaneously bringing to bear both of
their strengths to answer a research question". This third point-of-view

was the approach adopted by the researcher for this research.

4.5 Adopted Methodology
This research applied a mixed-methods approach, i.e. both

quantitative and qualitative.

4.5.1 Quantitative instrument

Using a quantitative approach, the researcher gathered the
required data using survey questionnaires, especially designed for
collecting data and information about CCs in KSA. Since HEI are
considered service providers because they provide an educational
service to their customers, e.g. parents, students, employers, industry
and the entire society (Firdaus, 2006; Sahney et al, 2008; Ali & Shastri,
2010), the researcher built his own questionnaires upon one of the best
scholarly-evidenced measurement tools for service quality: SERVQUAL,
which has been previously discussed. In addition, there were another 30
questions for faculty members, to measure the situation of NCAAA’s
Quality Assurance Standards application in CCs in KSA.

Whilst other studies have targeted students and staff (faculty
members) (Zafiropoulos & Vrana, 2008) to measure the perspective of
both the service provider and customer (Czepiel, 1990); unusually
SERVQUAL was applied on three categories of this research, Students,
Faculty and Top Managers. As they represent the main categories of
internal stakeholders in HEI. Students are customers and Faculty and

Top Managers are the service providers. Faculty deliver the service and
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Top Managers lead the whole process and represent the decision making
part (Kennie, & Woodfield, 2008).

The questionnaires targeted Students, Faculty members and Top
Managers at all 47 Saudi CCs (target population). It was applied to 10
CCs in KSA. The reason for targeting only 10 CCs and the selection
criteria used will be clarified later.

Each questionnaire was first formulated in English for the advice,
revision and arbitration by the researcher’s supervisors at Nottingham
University Business School. Then, it was translated into Arabic (the
mother tongue of target group). During this phase, two additional
professional academic staff from Saudi universities with experience in
the field of quality, and good knowledge of both Arabic and English
languages, were consulted to make sure that the questionnaire
translation was accurate and conveyed the same meaning as its English
version.

After receiving questionnaires and conducting interviews, which
all were in Arabic, the researcher started dealing with them in order to
have them all translated into English. The questionnaires data were
entered in the SPSS data base using the number chosen of each answer of
each respondent. The questions were prepared previously in English and
entered in the SPSS data base. There were 9 interviews from Top
managers and 5 from faculty. They were either written in notes by the
researcher or recorded (by a mobile app for recording phone calls after a
permission from the interviewee) or both. The researcher wrote each
answer after hearing it in the recorded interview or reading in the
written transcript, and after comparing the two if they both exist. As
some interviewees did not agree to have their interviews recorded. In
the case of Turaif CC the Dean insisted to have a longer procedure. In
order to have him participating, the interview questions had been sent to
him via email. He answered all the questions and emailed them back to

the researcher. After reading his answers there were additional
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questions raised from the answers. So the researcher emailed the new
questions to the Dean again. He answered them and again emailed them
back to the researcher.

All of the interview responses were in Arabic. The researcher
then translated them into English and had them revised by an English
proofreader.

In the KSA, letters from the researcher’s university (e.g. Shaqra
University where the researcher work) were obtained in order to
support the researcher and provide access to all the governmental HEI in
KSA; however, the questionnaire forms’ distribution, collection and
procedural tasks was the responsibility of the researcher alone.

The data collected via questionnaires was expected to show the
status-quo of the SERVQUAL five dimensions for the three respondent
categories in CCs in KSA, while the faculty members questionnaire would
show additionally the current situation as regards the application of
NCAAA’s QAS.

The data obtained by the quantitative instruments was directly
related to the research question two, sub-question one. e.g. RQB1: What

is the current situation of QM and service quality in CCs within the KSA?

4.5.2 Qualitative instrument

While gathering the quantitative data, the researcher applied a
qualitative approach via direct and phone interviews with officials from
Saudi CCs selected by CCs themselves. Again, the selection of those CCs
will be clarified below.

As previously mentioned, qualitative research is a direct
interaction with the research population (Marshall, 1996); thus making
it capable of formulating more accurate and in-depth understanding of
the relevant context (Weinreich, 1996). As a result, employing
interviews as a qualitative research instrument helped to provide a good
description of the phenomenon under investigation (Neill, 2007). The

interviews used in this research were semi-structured in nature (e.g.
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open interview questions) see Appendix 6, focusing on exploring QM
issues at CCs in the KSA, to facilitate a cause-effect background analysis.
After analysis, this contributes usefully to facilitating the explanation,
verification and triangulation of the research quantitative results; thus
drawing up a more detailed picture of CCs, in addition to improving the
research’s final outcomes.

It is worth mentioning that the interviews used in this research
also helped in identifying the current situation of QM application at CCs
in the KSA, through providing in-depth information from the perspective
of CCs’ Top Managers and Faculty members, based on their own
experiences. Their responses, in addition to the questionnaire results,
helped in measuring the extent to which QM is currently applied at
various CCs in the KSA. When compared to other quality approaches
both nationally and internationally, these data helped characterize the
existing gaps with best practice as well as helping to identify what needs
to be done in order to apply and improve QM successful implementation
at different Saudi CCs in the foreseeable future.

The target group for interview comprised ten Top Managers (i.e.
the Dean or one of the Dean’s deputies) from the ten selected CCs in the
KSA, plus five Faculty members from five different CCs. The five faculty
members were interviewed later on to obtain their views on the same
questions, aiming to provide more reliability to the results obtained by
quantitative instruments and from the Top Managers’ interviews.

The semi-structured interview approach was chosen for these
respondents (Top Managers) in order to draw a deeper understanding
out of their great experience and knowledge (in comparison to Faculty
members or Students), of the status and application of the NCAAA QAS,
and whether any shortcomings or obstacles prevented the QAS from
being totally and successfully applied. Notably, the interview questions
would be the main questions and issues for in-depth focus at each

interview, taking into account the fact that other questions and issues
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would definitely emerge as a result of the ongoing discussions with each
interviewee. The interview responses went beyond the prepared
questions and provided better and deeper understanding when added to
the quantitative responses., which in turn were aimed to answer
research question RQB1: What is the current situation of QM and service

quality in CCs within the KSA?

4.5.3 Research instruments used in this research

Each of the three questionnaires employed aimed to clarify the
current situation as regards service quality delivery in the CCs studied,
for the most important categories of internal stakeholders, e.g. Students,
Faculty and Top managers. Each questionnaire measured the three
groups’ expectations and experiences of the education services
provided. The Faculty questionnaire additionally measured their
experiences regarding the NCAAA QAS’s current status and application
in their CCs. It was not considered that Students would be sufficiently
well informed about the QAS to contribute to this aspect of the data
collection. For the Top managers, interviews (as described above) were
used to understand their views and experiences regarding the
application of the QAS. See Appendix 6.

Using multiple questionnaires and respondent groups was
supported by Parasuraman et al, (1988) due to the different
perspectives and larger amount of information that could be obtained;
thus contributing to the formulation of a better understanding of the
current service situation.

The quantitative instruments were prepared in accordance to
SERVQUAL prepared by Pararsurman et al, 1988, with some
modifications that were made to keep the flow of questions to suit the
educational context. However, the original grouping was taking into
consideration in the analysis phase.

The following two tables show the grouping of questions

representing the five dimensions and their peer questions of this
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research in both expectations and experiences. See Appendix 5: Samples

of the research instruments.

Expectations:
Dimensions
SERVQUAL questions Q1 Q2 Q3 Q4
Tangibility Corresponding questions in my . 5 . -
questionnaire
SERVQUAL questions Q5 Q6 Q7 Qs Q9o
Reliability ; ; ;
Corre_sponc:!nng questions in my 6 7 4 10 9
questionnaire
SERVQUAL questions Q10 | Q11 | Q12 | Q13
Responsiveness ; ; ;
Corre_spondllng questions in my 3 12 13 14
questionnaire
SERVQUAL questions Q14 Q15 Q16 Q17
Assurance Corresponding questions in my 7 i - 0@
questionnaire
SERVQUAL questions Q18 | Q19 | Q20 | Q21 | Q22
Empathy ; ; ;
Corre§pon<:{|ng questions in my 1 29 15 19 51
questionnaire

Table 1: SERVQUAL expectation questions distribution on the five dimensions
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Experiences:
Dimensions
SERVQUAL questions Ql | Q2 | @3 | Q4
Tangibility Corresponding  questions in  my . 2 . a
questionnaire
SERVQUAL questions Q5 | 6 | Q7 | @8 | Q9
Reliability Corresponding  questions in  my

questionnaire

SERVQUAL questions Q10 | g11 | Q12 | Q13

Responsiveness - - -
Corresponding  questions in my

1 11 12 1
questionnaire 0 3

SERVQUAL questions Q14 | Q15 | Q16 | Q17

Assurance Corresponding questions in  my

questionnaire & = = 47

SERVQUAL questions Q18 | Q19 | Q20 | Q21 | Q22

Empathy Corresponding  questions in my

questionnaire L &= A 2. 2

Table 2: SERVQUAL experiences questions distribution on the five dimensions
4.5.4 Credibility & Validity of Research Instruments

Bias in methods used is one of the major causes of measurement
errors or assessment “contaminant” as Zerbe & Paulhus (1987) called it,
which directly affects the credibility and validity of study results and
conclusions (Podsakoff et al, 2003). Problems such as acquiescence, or
social desirability, may occur when a respondent agrees with a
questionnaire statement without thinking for himself (Meisenberg &
Williams, 2008), but rather follows what he believes to be acceptable in
his social context, presenting “oneself favourably regarding current
social norms and standards” (Zerbe & Paulhus, 1987, p.250), answering
according to how they should behave socially, even if they think
differently. Central tendency bias is another element that affects survey
results negatively. It occurs when respondents avoid extreme responses
and keep choosing the middle answers for managerial or personal
reasons (Saville & Willson, 1991).

Generally speaking, the major problems are “errors of

measurement, non-response, or frame bias” (Brown, 1967, p.117).
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Although such errors cannot be totally eliminated, their effect can be
reduced by several methods (Brown, 1967), which will be clarified later.
These problems represent obstacles facing the generalization of study
results, potentially reducing their benefits (Halley, 2004).

A key question regarding the preparation of research instruments
is: what could be done to avoid problems affecting credibility, to make
research results more creditable and control biases? Fisher (1993)
suggested the use of indirect questioning, which can unfold respondents’
ideas regarding their real perceptions without being biased towards
what they think is acceptable in the relevant context. In the current
research, the questions were designed to illicit participants’ responses
identifying the ideal service delivery according to their own perceptions.
This technique motivates respondents to speak about their “external
world” (Westfall et al, 1957, p.138), not about themselves and their
social context.

What Cloud & Vaughan (1970) called ‘balanced keying’ is another
means for avoiding acquiescence bias. It works through the balanced
distribution of positive and negative statements or “true” and “false”
answers (Cloud & Vaughan, 1970; Podsakoff et al,, 2003). However, such
balanced keying notion was criticized as “it may disrupt the logical flow
and make it impossible to use the funnelling procedure” (Podsakoff et al,
2003, p.888); however, this can be avoided by balancing the structure of
the statements from negative to positive, while maintaining its content,
in order to keep the logical flow of the questionnaire. If that did not
adequately achieve the desired goal, the analysis phase could take this
into consideration. Statistical remedies using statistical programmes
such as SPSS can also play a role in reducing the effect of biases on

research results (Podsakoff et al,, 2003).

4.5.5 Dealing with Bias
As it was mentioned in the above that bias in methods is one of

the main causes of error in measurement, in which credibility and
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validity of research results and conclusions can be negatively affected
the coming precautions were undertaken. This research tried to avoid
bias by: using a combination of quantitative and qualitative instruments,
using seven-point scale answers, balanced keying, and statistical
remedies helped in eliminating bias effects. Moreover, applying the
research instruments on the various relevant targeted groups (i.e.
Student, Faculty member and Top Manager questionnaires as well as
Top Managers’ and five Faculty members interviews) and the selection
criteria for CCs sample, that will be described later, helped in gathering
detailed information. In addition, it helped in controlling and avoiding
bias. The pilot study that was conducted before the full deployment of
the study questionnaires identified problems with some questions, and
allowed their elimination. The researcher also had initial contacts with
the selected 10 Top CC managers, to clarify study aims, explain the
survey instruments and the importance of collecting their clear and
honest responses. The need for valid and credible information was
stressed, to assist in development of policy recommendations for

applying and enhancing CC quality management.

The participants either in the pilot study or in main survey data
and information gathering were chosen randomly by the officials of each
CC. They distributed and collected the three survey instruments without
any interference from the researcher. Even in interviews they decide the

member of Top Managers who should participate in each interview.

4.6 Research Design
This research was designed aiming to measure service quality in
CCs in KSA, measure the application of QAS and to establish the
relationship between QAS and perceived service quality. Therefore, both

QAS and service quality have to be measured and analyzed.
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4.6.1 The preparation of the research instruments

The research instrument were quantitative and qualitative. The
quantitative were three questionnaires prepared for the three
categories, Students, Faculty and Top Managers. These questionnaires
made of two parts. The first contains 22 questions measuring the
expectations of a given category and the second part contains also 22
questions measuring the experiences of the same category. These 22
questions are grouped into five groups each measure a dimension of the
service quality five dimensions. The analysis of the data gathered from
these instruments will measure the perception of the three categories of
service quality and will show the situation of CCs in each dimension of
service quality.

Another 30 questions were added to the Faculty questionnaire.
They were intended to measure quantitatively the application of QAS
from the Faculty perception. Interviews of a Top Manager from each CC
and five Faculty members were conducted to measure qualitatively their
perception of QAS and their relationship to service quality. The analysis
of the data gathered will show how successfully CCs are applying QAS on
the one hand, and the correlation of QAS and service quality on the other
hand.

The analyses of the results obtained by the previous instruments
and their interpretation will be able to answer the research questions
RQB1:(What is the current situation of QM and service quality in CCs
within the KSA?) and RQB2:(what are the necessary requirements for
enhancing QM and service quality in CCs within the KSA, to a standard
comparable with international best practice?). These analyses will be

clarified and their results will interpreted in the following two chapters.

In order to prepare the instruments for distribution, the three
questionnaires were first formulated in English according to the
SERVQUAL model that has been continuously developed by
Parasuraman, Zeithaml & Berry throughout the following years of 1985,
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1986, 1988, 1991, 1993 and 1994 (Wisniewski 2001), in light of the
advice, revision and arbitration by the researcher’s supervisors at
Business School (Nottingham University), through many phases of
preparation.

Then, all the research instruments have been translated by the
researcher into Arabic (the mother tongue of the targeted group). The
researcher has a BA in Education from the Arabic division and worked as
a teacher of Arabic language, which made him able to produce a well
written Arabic version of all the research instruments, which has been
acknowledged by the four consultants later on. The research instruments
were firstly bilingual, to make the consultants aware of the original and
the translated versions. Samples of the research instruments can be
found in the Appendices (5 and 6).

After this phase, four additional professional academic staff from
Huraimila CC in KSA with experience in the field of quality and good
knowledge of both Arabic and English languages have been consulted to
make sure that the questionnaire translation is accurate and conveys the
same meaning as its English version. These consultants were:

1- Dr. Mohammed Al-Sulaiman. The dean of HCC. Associate
Professor.

2- Dr. Ahmed A. Basha, Professor & Assistant Dean. Dr. Basha has
American nationality and received his academic qualifications
from there.

3- Dr. Issa M. Shehabat, Assistant Professor in the Computer
Science Department. The Quality Management official in HCC.

4- Dr. Khalid M. Bahaa El-Din, Assistant Professor in Language
and Translation in the English department in HCC.

The four consultants reviewed all the research instruments and gave
their direct and written feedback to the researcher. Then, after revising
the instruments according to the minor changes advised by the four

consultants, the Arabic versions were ready for pilot study.
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4.6.2 The Pilot Study

After all questionnaires and interviews had been prepared
originally in English and then translated into Arabic, the Arabic
instruments were presented to the Dean of Huraimila Community
College in KSA and three Faculty members to answer all the questions in
the Faculty questionnaires and the Top Managers questionnaire
questions. Then the dean responded to the interview questions and also
gave his feedback on all the questions raised by the researcher. Their
feedback was taken into consideration and changes were made. A group
of students were randomly chosen (in the HCC cafeteria) to fill the
Students’ questionnaire under the observation of the researcher. It
appeared that they had no problem responding to all of the
questionnaire questions. They replied that they understood each
question and were able to answer all of them. The researcher had
previous experience of teaching CCs students working as a lecturer in
Huraimila CC. In addition, his bachelor’s degree was from the Arabic
language division. These experiences ensured that the language used in
all the instruments was well presented and well understood by the

research population.

As a result, the Arabic versions of questionnaires and interview
were ready to be distributed among the targeted group population
together with the English version that was also distributed to some

Anglophone respondents.

4.6.3 The selection of CCs sample

Why ten CCs? The intention of the researcher was to cover as
many CCs and stakeholders’ categories (i.e. Students, Faculty and Top
managers) as possible, in order to get a clearer picture of the quality
management situation in CCs in KSA. However, it is beyond the ability of
one researcher to cover all 47 CCs with the resources available and ten
CCs is a good sample, while being the maximum number the researcher

can manage to contact. The intention was also to pre-empt any shortfalls
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in the predicted low responses from participating CCs. This prediction
was made from the researcher’s previous experience as a faculty staff
member of one of the 47 CCs.

The criteria followed in this research: numbers, geographical
distribution, gender and size factors, and the random choice of
respondents (since the choice was left to each CC) can enhance the
validity of the results.

Selecting the three categories: Students, Faculty and Top
managers, covers the main internal stakeholders in HEIL As clarified,
other studies did target students and faculty (Zafiropoulos & Vrana,
2008) to measure the perspective of both the service provider and
customer (Czepiel, 1990). However, this study added the third category
of internal stakeholders: Top managers, in order to also measure the
perceptions of decision makers in CCs in KSA. The results obtained
revealed the benefit of measuring Top managers’ perceptions and
clarified that Top managers are not aware of the real problems affecting
quality management that confront their Students and Faculty.

The decision was made to contact one Top manager from each CC
and the same Top manager would be interviewed to get his/her
perception of quality management. This decision was made because CCs
have three Top managers (Dean and two Deputies) and it would prove
difficult to involve them all. One out of three would be representative of
the Top managers in each CC. However, in application, even that proved
very difficult because they are always busy and have no time for such
participation.

The decisions on number of participating Students and Faculty
and the choice of who participated were also left to each CC in the
sample. The numbers obtained in quantitative instruments were: 196
Students, 162 Faculty and 10 Top managers. The number of participating

Faculty and Top managers in interviews was 5 Faculty and 9 Top
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managers. All were chosen randomly, covering a variety of geographic
locations, size and gender.

Since the number of participating Students for each CC was low,
caution must be exercised in drawing definitive conclusions at the local
level. However, because the overall sample of 196 is large and is drawn
from a representative sample of CCs, generalizations about the CC sector
as a whole can be made.

Although the number of students alone is not big, this should not
seriously affect the findings and conclusion of this research, especially
when taking into account the total number of respondents (382).

Another point to highlight is the accuracy of central data and the
actual number of Students and Faculty in each CC. It was discovered that
the statistics were not very accurate, as in the case of Skaka CC, where
the number of Faculty was only 12, according to the information
provided by one of its officials. The same occurred with Hail CC,
mentioned in the MOHE official statistics having 348 students, while
according to its Dean it had only 5 students! Therefore it was replaced
with Skaka CC in this research sample. The same is happening with
Huraimla CC -where the researcher works. Most of its faculty (around
40) were directed by the University Rector to work in another University
college last year. This is mentioned in the limitations of this research.

The random choice of participants applied in this research was
recommended, to make the sample representative of the whole
population. Grafstrom & Schelin, (2014, p.278) stated that they “treat
random sampling to have statistically valid and unbiased estimators”.
Campbell (1955, p.339) also recommended “employing randomness as
the most feasible means of achieving representativeness on all possible
relevant ground”. Random selection enhances the external validity and
the ability for generalization (Black, 1999). This strength can balance the

low number of participants achieved by this research.
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The ten CCs targeted for questionnaires and interviews were
expected to represent the entire 47 CCs population in the KSA. They had
been selected according to the following three major criteria, namely:

1- Geographic distribution to cover most CCs in the Saudi context.
Based on the fact that currently there are thirteen administrative
regions in the KSA, as stated by the “Royal Decree A/92 dated
27/8/1412 AH” (Corresponding to the year 1992 AD) (MOFA, 2006),
ten CCs were selected as a sample, each in a different administrative
Region;

2- Size of each selected CC, as Saudi CCs enjoy different numbers of
students, from 61 in Rijal Alma and 71 in Aldwadmi, to 2150
students in Jazan and 2403 in Najran respectively. Thus, sample
selection have taken into consideration their size category
(big/small) according to the number of their current enrolled
students; and

3- Gender factor, as most CCs in the KSA have both males and females
taught separately in the same CC, while others have a single-sex

student cohort as evidenced by the following Table 4:

# CCs Types in KSA # %

1 | Male-Separated 18 38

2 | Female-Separated 10 21

3 Both Genders 19 41

Total 47 100

Table 3: CCs Types in KSA according to their Enrolled Students’ Gender.

All three types will be represented in the selected CCs sample.

Later on, the researcher had- in person - travelled to visit most of
the selected ten CCs and applied his study questionnaire forms to
participant Top Managers, Students and Faculty staff, randomly selected,
in addition to conducting an interview with a single Top Manager at each

selected CC.
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According to the information previously mentioned, Saudi CCs

can be classified in the following overall categories in Table 5.

88



Nottiqgham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

Cesstudents | No.ofcesin | (2ot | doo | remates | 2106 | B0 [ 40
Category each Category CCs Genders
-500 28 5 1+ 1.90 1 1.05 2 2.05
500-1000 9 2 1 0.76 - 0.42 1 0.82
1000-1500 2 1 1* 0.38 0.21 * 0.41
1500-2000 5 1 0.38 1** 0.21 1 0.40
2000-2500 3 1 0.38 0.21 1 0.40
Total 47 10 3 2 5

Table 4: Saudi CCs Overall Categorization Statistics.

(*) In the 1000-1500 cohort, both of its CCs serve only Males. Thus, according to the
adopted selection criteria for the research sample, both genders representation is not
applicable and a Male CC would be selected instead.

(**) Males have 2 CCs in the (-500) cohort, compared to a single one for Females. Due to
the previous change in (*) that added a CC to the Male category, Female CCs should be 2
to make the Female category able to fulfill its baseline percentage (21%) while Males
would be 1. As a result, the final distribution would be as follows: Males: 3, Females: 2
and Both Genders: 5.

Table (6) below shows the distribution of Saudi CCs according to
size, gender and Region categories:

CC student No. of CCs in each . Name of No. of
Region | # o Gender
Category Category Institution Students

1 Shagra CC 127 M

2 Aldwadmi CC 71 M

3 Alquaiyah CC 380 BG
Riyadh 4 Huraimila CC 369 BG

5 Wadi Addwaser CC 208 M

6 Almajmaa CC 437 M

7 Jeddah CC 376 M

Makkah

8 Ranyah CC 80 F

9 Khaibar CC 284 BG

10 Alhenakiah CC 226 F

Al- 11 Almahd CC 160 BG

500 28 Madinah

12 Alola CC 72 BG

13 Alhenakiah Female CC 91 F

14 Buraida CC 160 M

ARG | Onaiza CC 170 M

16 Alnamas CC 154 M

17 Khamis Mushait CC 452 M

Khamis Mushait
18 Female CC 228 F
Asir

19 Rijal Alma Female CC 139 F

20 Mhail Aseer CC 230 M

21 Rijal Alma CC 61 M
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CC student No. of CCs in each . Name of No. of
Region # - Gender
Category Category Institution Students
. 22 Ha'il CC 348 BG
Ha'il
Northern 23 Northern Borders CC 446 BG
Borders
25 Baha CC 153 M
Al-Baha
26 Skaka CC 190 BG
27 Alquraiat Male CC 195 M
28 Tabarjal CC 254 BG
) 1 Alaflaj CC 526 M
Riyadh
500-1000 9 2 Dammam CC 754
3 Hafr Albatin CC 520 M
Easimam 4 AASCSCH* 980 BG
Region
5 Ahsa Female CC 818 F
6 Algatif Female CC 714 F
. 7 Abha CC 786 F
Asir
8 Tabouk CC 713 BG
Tabouk
9 Najranl Community 642 F
Najran Service College
1 Riyadh CC 1355 M
1000-1500 2 Rivadh
172 2 Alkharj CC 1137 M
. 1 RASCSCKSU*** 1954 BG
Riyadh
2 Makkah CC 1833 F
Makkah -
3 Taif CC 1739 BG
1500-2000 5
i 4 Madinah CC 1739 BG
Al-Madinah
Eastern 5 DASCSCH**** 1845 BG
Region
1 RCCSCEIU** 2146 BG
Riyadh
2000-2500 3 ) 2 Jazan CC 2150 BG
Jizan
X 3 Najran CC 2403 BG
Najran

**RCCSCEIU=Riyadh College of Community Services and continuous Education Imam University.
***RASCSCKSU=Riyadh Applied Studies and Community Services College King Saud University.
***+*AASCSC=Ahsa Applied Studies and Community Services College.
*RkDASCSC=Dammam Applied Studies and Community Services College.

Table 5: Distribution of Saudi CCs according to Size, Gender & Region Categories.

4.6.4 Selected CCs Sample
According to the adopted criteria for selecting the research CCs
sample, i.e. geographic distribution, size of each selected CC and the
gender factor, in addition to the adaptation made in Table 5 statistics, the

ten selected CCs are shown in the following table:
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No. of CCs in No. of
C((:Iastteu((i)ent each Selected CCs Region # lrll\ls:ilzft;)ofn Stl:ll?i.e(:lfts Gender
gory Category in each
Category
Al-Qasim 1 Onaiza CC 170 M
Khamis
. 2 Mushait Female 228 F
Asir cc
-500 28 4
Ha'il 3 Ha'il CC 348 BG
Northern 4 Bl\;(r’;te}:;rg C 446 BG
Borders
Eastern 5 Dammam CC 754 M
500-1000 9 2 Region
Tabouk 6 Tabouk CC 713 BG
1000-1500 2 1 Riyadh 7 Riyadh CC 1355 M
Makkah 8 Makkah CC 1833 F
1500-2000 5 2
Al- 9 Madinah CC 1739 BG
Madinah
2000-2500 3 1 Jizan 10 Jazan CC 2150 BG
Total 47 10

Table 6: Overall Statistics of the Ten Selected CCs Sample.

These ten selected CCs can be visually depicted on the following

map:

Figure 6: Map of the Selected Ten CCs Research Sample.
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The researcher made an initial contact with each of those selected
CCs to make an appointment for a scheduled research visit in the field,
with the aim of distributing and collecting survey questionnaires as well

as conducting study interviews with selected participant subjects.

4.6.5 Approach to Data Analysis

The questioners role is to measure quantitatively the three
categories of internal stakeholders, Students, Faculty and Top Managers,
perception of service quality. The Faculty questionnaire has additional
30 questions to measure their perception of the QAS application in their
CCs. The interviews of Top Managers and a group of five Faculty
members were to measure qualitatively the application of QAS also. The
quantitative and qualitative analysis of the application of QAS were
conducted to see to what extent CCs are applying QAS successfully on the
one hand, and to investigate the influence of QAS on perceived service

quality, on the other hand.

Initial data collection

The researcher traveled to KSA in February 2012 to apply the
pilot study and to distribute research instruments among the chosen
CCs. The data collection trip took two months to complete and some
papers were sent to the researcher after his return to the UK. The total
period dedicated to the data collection was eight weeks. The researcher
contacted the CCs mentioned in Table 7 in order to have them participate
in completing the research instruments. From the contact, it was

revealed that some changes were necessary:

1- Khamis Mushait Female CC has been replaced. It was
discovered after contact by the researcher that it was a male
CC. This mistake was on the statistics file from MOHE sent to
the researcher by the Statistics Department in the MOHE. It
had been replaced by Abha Female CC, in the same

administrative division.
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2- Makkah female CC has been found both gendered. It was too
late to be replaced on the one hand and there is no other
female CC in that category on the other hand.

3- Ha’'il CC was avoided, as the dean clarified that the CC is
undergoing “reconstruction” that year. Ha'il CC had that time
only five students who will be graduating after two months.
Otherwise, they have no students at that academic term. As a
result, it was replaced with Skaka CC from Al-Jouf
administrative division.

4- Northern Borders CC was not accurate information, as this
region was found by the researcher having three CCs: Turaif
CC, Rafha CC and Arar CC. The descriptive size that fitted was
Turaif CC, so it had been chosen.

5- Finally, Dammam CC after informing the research that they
will send their responses via post, when the post arrived, it
was just a letter to apologize from responding to the research
instruments as they believe they have not yet applied the
QAS. The researcher contacted them and clarified that it was
intended by the research to measure the current status of CCs
as they are, but they insisted they will not respond. As a
result, and since their responses came late, Dammam CC was
replaced with Huraimila CC (Although 30 students from
Dammam had responded to the students questionnaire,

however, they were denied).

The instruments distributed to each CC were one questionnaire to
a member of the Top Managers, 30 questionnaires to Students, 30
questionnaires to Faculty and one interview to the same Top Managers.
The number and type of instruments obtained are detailed in the

following table:
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o e e e S e =
responded

1 Onaiza CC 16 19 1 1
2 | Abha Female CC 29 30 1 1
3 Skaka CC 8 19 1 1
4 Turaif CC 17 20 1 1
5 Huraimila CC 8 14 1 1
6 Tabouk CC 19 14 1 1
7 Riyadh CC 16 15 1 *k
8 Makkah CC 15 9 1 1
9 Madinah CC 29 30 1 1
10 Jazan CC 5 26 1 1
Total 162 196 10 9

Table 7: Overall Statistics of the Ten Selected CCs Sample after implementation modification.
** Had not arrived.

The rate of subjects respond depend on two factors:

1- The number of Students and Faculty available in each CC.
Some CCs has only 12 Faculty members and only five students
like the case of Ha'il CC which was avoided, or the case of
Turaif and Skaka CCs were most of, if not all, their Faculty and
Students responded.

2- The level of cooperation the Top Managers show. Like the case
of Makkah CC who has 1833 students and their respond was
15 and 161 faculty and their responses were only 6. Or the
case of Dammam CC who apologized from participating to

avoid showing some of their weaknesses.

These ten selected CCs, after implementation modification, can

be visually depicted on the following map:
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Figure 7: Map of the Selected Ten CCs Research Sample.

By the end of the data collection trip most of the data were in the
hands of the researcher; however three CCs data were sent by post after

three weeks of the researcher’s return to the UK.

4.6.6 Chapter (4) Summary

This chapter has clarified the basic features of the research
methods used in this research and the rationale for using them. It has
reviewed both the quantitative and qualitative methods and their
instruments, made a comparison between their strengths and
weaknesses and how the two can be used together. Since this research is
investigating the relationship between QAS and service quality, both
need to be measured. As a result, the instruments to be used in this
research were determined. Then the instruments were prepared to be
credible and reliable and avoid bias and other research problems
affecting credibility & validity of research instruments. It has finally

reviewed the data collection processes starting by the pilot study and
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finishing with collecting data and information from questionnaires and

interviews from the sample CCs.

In the next chapter the results of two separate analyses will be
presented. The first analysis is for measuring service quality and its five
dimensions from the perspectives of Students, Faculty and top managers,
with a general comparison between the ten CCs on the five dimensions of
service quality and other two comparisons between the ten CCs on the
five dimensions of service quality from the perspective of both Students
and Faculty. It will review the gender disparities in sample responses.
The second analysis is about measuring QAS application in CCs in KSA.
These two analyses were applied to answer one of the four research
questions RQB1:(What is the current situation of QM and service quality
in CCs within the KSA?). A Factor Analysis of QAS of the Saudi NCAAA
and the correlation between QAS and the Five Dimensions of SERVQUAL

will be displayed.
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Chapter 5: Results

Three separate analyses were conducted using the Statistical
Package for the Social Sciences (SPSS). The first analysis, described in
section 5.1, was in relation to service quality and its five dimensions, the
second, described in section 5.2 was in relation to QASs, and the final
analysis, in section 5.3, examines the influence of QASs on perceived
service quality. It should be noted that as both the QAS 30 questions of
Faculty and the interviews of Top Managers and Faculty were about QAS
application in CCs in KSA, they together provided data for the second
analysis. These analyses were undertaken to answer the research
questions RQB1:(What is the current situation of QM and service quality
in CCs within the KSA?) and RQB2:(what are the necessary requirements
for enhancing QM and service quality in CCs within the KSA, to a
standard comparable with international best practice?). These analyses

will be clarified in this chapter.

5.1 The Five Dimensional Analysis

The five dimensional analysis was applied on the three categories
of this research, Students, Faculty and Top Managers, to measure their
perception of the quality service in CCs in KSA. The following tables
show the results obtained by this analysis regarding the five dimensions
of service quality (Tangibility, Reliability, Assurance, Responsiveness
and Empathy designed by Pararsurman et al, 1988) from the perception
of Students and Faculty.

5.1.1 Students
The following tables show the five dimensional analysis for
Students to measure their perception of quality in the educational
service provided in CCs in KSA. It should be mentioned that the T-Test is
used here to compare the means of a group of items (expectations) with
means of another group (experiences) to see the difference between the
two. Therefore, the means scores are not between 1-7, like the

questionnaires scale.
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T-Test

Std.
Mean | N | Deviation
Pair 1| Tangibility expectations (tan1) 23.05 |150 4.78

Tangibility experiences (tan2) 17.97 150 5.13
Pair 2 Reliability expectations (rell) 28.24 |132 5.24
Reliability experiences (rel2) 21.38 |132 4.65

Pair 3 | Responsiveness expectations (res1)| 18.23 | 130 5.86

Responsiveness experiences (res2) | 17.05 | 130 4.27

Pair4| Assurance expectations (assul) 19.97 |131 4.67

Assurance experiences (assu2) 18.54 |131 6.41
Pair 5 Empathy expectations (emp1) 24.70 [135 5.16

Empathy experiences (emp2) 20.39 135 4.28
Table 8: Students T-test

Paired Samples Correlations

N | Correlation | Sig.
Pair 1 tanl & tan2 150 127 121
Pair 2 rell & rel2 132 .003 .975
Pair 3 resl & res2 130 -.051 .566
Pair 4 assul & assu2 131 118 179
Pair 5 empl & emp2 135 -.082 .346

Table 9: Students Paired Samples Correlations.

Paired Samples Test

Mean | Std. Deviation
Pair1| tanl-tan2 | 5.08 6.55
Pair 2 rell - rel2 6.86 7.00
Pair3| resl-res2 | 1.18 7.42
Pair 4 | assul - assu2 | 1.43 7.47
Pair5 | empl -emp2 | 4.31 6.97

Table 10: Students Paired Samples Test.

The above three tables for Students show that there are
significant differences between experiences and expectations of service
with quality gaps in Tangibility, Reliability, Assurance and Empathy, as
the experiences means were higher than expectations means.

All the dimensions have statistically significant differences
between Expectations and Experiences of Students except dimension

three (Responsiveness) which has no statistical significance.
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5.1.2 Faculty

The following tables show the five dimensional analysis for Faculty, to
measure their perception of quality in the educational service provided
in CCs in KSA.

T-Test
Mean N Std. Deviation
) (tanl) | 25.26 | 149 3.56
Pair 1
(tan2) | 19.72 | 149 5.70
) (rell) | 29.68 | 127 4.48
Pair 2
(rel2) | 25.41 | 127 5.41
) (resl) | 20.36 | 129 5.23
Pair 3
(res2) | 20.73 | 129 5.82
) (assul) | 25.01 | 134 5.20
Pair 4
(assu2) | 21.31 | 134 4.63
) (empl) | 26.86 | 138 5.63
Pair 5
(emp2) | 26.75 | 138 6.02
Table 11: Faculty T-test.
Paired Samples Correlations
N | Correlation | Sig.
Pair 1 tanl & tan2 149 .061 457
Pair 2 rell & rel2 127 .316 .000
Pair 3 resl & res2 129 .408 .000
Pair4 | assul & assu2 | 134 .458 .000
Pair 5 empl & emp2 | 138 .365 .000

Table 12: Faculty Paired Samples Correlations.

Paired Samples Test

Mean | Std. Deviation
Pair 1| tanl -tan2 5.5 6.53
Pair 2 rell - rel2 4.27 5.83
Pair3| resl-res2 |-.36434- 6.03
Pair 4 |assul - assu2| 3.71 5.14
Pair5| empl-emp2 | 0.12 6.57

Table 13: Faculty Paired Samples Test.

The above three tables show that there are significant differences
between experiences and expectations as perceived by Faculty staff and

that there are quality gaps in Tangibility, Reliability and Assurance from
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the Faculty perspective, as the experiences means were higher than

expectations means.
5.1.3 Top Managers

The following tables show the five dimensional analysis for Top
Managers to measure their perception of quality in the educational

service provided in CCs in KSA.

T-Test
Mean N Std. Deviation
) tanl 25.6 5 1.52
Pair 1
tan2 22.8 5 5.85
rell 29.7 6 3.98
Pair 2
rel2 29.7 6 3.44
resl 24.2 6 3.31
Pair 3
res2 23.7 6 5.13
assul 27.5 6 0.55
Pair 4
assu2 23.5 6 3.39
) empl 30.4 5 3.29
Pair 5
emp2 30.4 5 2.97

Table 14: Top Managers T-test.

Paired Samples Correlations

N Correlation Sig.
Pair 1 tanl & tan2 5 -.406- 498
Pair 2 rell & rel2 6 -.564- .244
Pair 3 resl & res2 6 .805 .053
Pair 4 assul & assu2 6 .162 .760
Pair 5 empl & emp2 5 .903 .036

Table 15: Top Managers Paired Samples Correlations.
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Paired Samples Test

Mean | Std. Deviation
Pair1| tanl-tan2 | 2.80 6.61
Pair 2 rell - rel2 0.00 6.57
Pair3| resl-res2 | 0.50 3.15
Pair 4 | assul - assu2 | 4.00 3.35
Pair5 | empl - emp2 | 0.00 1.41

Table 16: Top Managers Paired Samples Test.

The above three tables show no significance difference between
Top Managers expectations and experiences in all the five dimensions of
service quality. They seem to be according to their response to some
extent not aware of the real problems Faculty and Students are suffering
from, which needs be taken into consideration by stakeholders and

researchers.
5.1.4 Results interpretation:

It has been mentioned previously in this research that the
"concept of quality refers to the match between what customers expect
and what they experience" (Ali & Zairi, 2005, p.8). It was also mentioned
that "any mismatch between expected and perceived service is a ‘quality
gap’ (Gronroos, 2000; cited by Ali & Zairi, 2005, p.9). The quality gaps
represent the organization's main areas for development. Adequate
understanding of consumer expectations and needs allow “managerial
judgment to be exercised from a position of knowledge rather than
guesswork” (Donnelly et al, 1995, p.20) to better manage organizations’
resources and better achieve customers’ expectations. These gaps were
measured in this research via the three questionnaires designed for that
aim. In accordance to what (Czepiel, 1990) emphasized these
questionnaires were designed to measure the perspective of both the
service provider and customer.

When the customer is satisfied during and/or after the provided
service, the organization (service provider) is doing well. If the customer

is not satisfied, the organization is not providing good quality and
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SERVQUAL - via its various dimensions — will help in determining where
these gaps are, which caused such dissatisfaction (quality gaps) and
what needs to be taken into consideration in order to reach customer
satisfaction (Bayraktaroglu & Atrek, 2010).

The analysis of the three categories in the above shows that
Students experiences do not meet their expectations in four of the five
dimensions of service quality. These four dimensions are Tangibility,
Reliability, Assurance and Empathy respectively. While just the
Responsiveness met their expectations, the other dimensions have
quality gaps that should be dealt with if CCs are to have good Service
Quality. Having four gaps out of five shows how weak the quality of
educational service provided in CCs in KSA is and guides to the aspects
or dimensions to be in mind for developing the educational service in
CCs if they are to be in good quality according to the dimensions of
SERVQUAL. From another perspective Faculty are not satisfied also with
the educational service provided in CCs in KSA as three dimensions out
of five were lower than what they expect. These dimensions are
Tangibility, Reliability and Assurance respectively. These three
dimensions are the same in Students analysis -in addition to Assurance
for Students-which provide more evidence that the Students results are
more reliable. The difference between Faculty and Students will be
discussed shortly.

No gaps were found in the Top Managers’ analysis, as the means
of their expectations and experiences are nearly the same. which can be
due to the low expectations they have. From one side, Top Managers
know what is possible to CCs to get and what is not, so they do not
demand or expect what they cannot get. In addition, they are responsible
for delivering the educational service in CCs to its customers (i.e.
Students) so it is not expected from them to criticize their performance.
Nevertheless, they seem to be according to their response to some extent
not aware of the real problems Faculty and Students are suffering from,
which needs be taken into consideration by stakeholders and
researchers.
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However, as Students in the educational services represent
customers whom should be satisfied by the service provided and as the
Faculty of CCs in KSA are sharing the same view with students in three
dimensions out of the four that Students raised, it can be said in the
conclusion, that CCs are having four gaps in the services they provide to
their Students which are: Tangibility, Reliability, Assurance and
Empathy. In order to enhance their services to be of good quality and in
order to satisfy their Students, Faculty and stakeholders, CCs should
bridge these quality gaps. How this might be achieved will be detailed in

the policy recommendations section.

5.1.4.1 Why did students have a quality gap in Empathy while
faculty didn’t?

As Empathy is about paying students individual attention,
knowing Students’ needs, CCs having their students’ best interests at
heart and convenient working hours, it can be asked here, why did
Students have a quality gap in this dimension while Faculty didn’t?

In order to answer this question the relating faculty questions and
the interviews of Top Managers and Faculty were revisited. It was found
that there are six aspects that can go under Empathy: students feedback,
monitoring and evaluating students’ learning outcomes, students
support, medical services, social services and student housing facilities.

These are explained below:

Students feedback

Top managers (TM) and Faculty shared the opinion that
appreciate students feedback in evaluating and improving their services.
For instance, the Dean of Madinah CC mentioned that his CC conducts a
comprehensive evaluation for the educational system depending on
students’ feedback. Faculty Member (FM) from Tabouk CC spoke about
their adopted mechanism for developing learning resources in
consultation with students saying that they are often developed based on
the survey questionnaires targeting both students and FM. From another

perspective, the interviewed FM from Huraimila CC provided an

103



Nottin_gham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

opposing opinion stressing the fact that his CC lacks consultation with
students and FM in this concern.

Although, students most likely will have their voice heard,
however, this does not guarantee that their opinions or ideas will be

implemented on the ground.

Monitoring and evaluating students’ learning outcomes

Majority interviewed TM emphasized their CCs suffers from weak
performance, unsatisfactory limited efforts in monitoring and evaluating
students’ learning outcomes as CCs’ role usually ends with students’
graduation so they rarely follow their employment in the labor market
and measure the employers satisfaction. This may happen because of an
external reason. Makkah CC TM indicated that his CC’s outcomes have
recently shown “a crisis” due to employment stakeholders’ unclear
vision.

Overall, it can be concluded that generally CCs monitor and
evaluate students’ learning outcomes both during and after their study
period; however, they suffer from a weak level of actual implementation

on the ground.

Students’ support

Students sometimes receive training support, as highlighted by
the Dean of Turaif CC who stated “each course focuses on training
students at relevant required skills, thus, there’s no room at all for
theoretical educational issues”.

In the interviews with FM, participants highlighted their
agreement with their counterpart TM further adding that their CCs
render another related service for students by providing them with
textbooks for low prices to enhance their learning. FM in Huraimila CC
indicated that they “send some students during the summer vacation to
study English Language at the United States on the CC’s expenses as part

of its twinning program with a counterpart American CC.”
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It could be said here that as CCs TM and FM are focusing on plural
attention, Students are looking for individual attention from their CCs,

which has not been mentioned or achieved.

Medical services

Interviewed TM stated that their CCs don’t provide adequate
medical services. Instead, they usually adopt the referrals mechanism
allowing Students to receive required medical treatment at university
hospitals, if any, or at any public hospital at various nearby towns or

cities.

Social services

In comparison with medical services, social services enjoy a
better status. The Madinah CC Dean stated: “we have specialized units
for student affairs, adequate supplies and high-level of students’
participation”. Notably, interviewed TM generally clarified that CCs’
student extracurricular activities are conducted either by CCs
themselves using their own programmes or by the university and its

central students extracurricular activity programmes.

Student housing facilities

Overall, majority survey responses (i.e. 74%) indicated Saudi CCs
mostly do not have suitable student housing facilities.

The interviews highlighted the fact that there’s a general
consensus among participant FM and TM that both their CCs and
affiliated universities lack suitable student housing facilities. It should be
noted that some other counterpart colleges in the KSA are affiliated to
universities that already provide students with required housing
services.

An important point here to be raised which may be strongly
affecting students satisfaction in Empathy dimension is the fact that
students in all CCs in KSA do not receive the monthly allowance
presented to all other HE students in KSA.

It can be said in conclusion that the different perception of

Empathy between Students and Faculty may be due to the different
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angles both sides look at Empathy. Faculty focus on overall service
delivery, while Students focus on customized service to individuals.
Faculty look to what exist while Students look to what they lack. It
appears that Faculty do not appreciate this aspect of the service that they
deliver, which calls for more awareness about service quality dimensions
and their importance for enhancing the educational service in HEIL
Finally, it is the customer who should be satisfied not the service

provider if an organization want to have good service quality.

5.1.5 A comparison between the ten CCs on the five dimensions
of service quality

The following tables show a comparison between the ten CCs in
the five dimensions of service quality from the perspective of Faculty and
Students. The Top Managers perspective will not be presented here as
they -according to the previous analysis- do not see any gap in the
service quality dimensions of their CCs.

All the tens CCs analysis for the two categories faculty and
Students are shown cumulatively in the following two tables (18, 19):
The (#) symbol means a gap, the (##) symbols means large gap, the (*)
symbol means no gap and the (**) symbols means experiences better
than expectations. The basis of that was the difference between
expectations and experience in any quality dimension. If they are the
same, no gap exist. If expectation means were higher than experience
means, there is a gap. If the difference is large then it is a large gap. If the
experiences means were higher than expectation means, then the CC is

making an achievement.

5.1.5.1 A comparison between the ten CCs on the five
dimensions of service quality from the Faculty
members point of view
It can be seen in table (32) and figure (46) in Appendix (2), that
the perception of quality in the educational service provided in CCs in

KSA from the perspective of Faculty, has three gaps at least in each CC.

According to their Means, CCs can be ranked in the following table:
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Faculty Expectations Faculty Experiences
# e Means Means
tanl rell resl assul empl tan2 rel2 res2 assu2 emp2
Skaka
1 24.8750 32.8000 19.0000 24.6250 25.5000 #19.2500 #26.2500 **20.7143 #21.7500 **30.2500
CC
Madinah
2 26.1724 30.4231 22.4800 26.6429 274286 #21.7407 #27.6296 **23.6154 #24.6552 **30.4643
cC
Tabouk
3 23.5882 30.1333 21.0625 24.3529 25.1765 #22.0000 #24.9333 **21.3333 #21.4118 **26.7222
cc
Abha
4. Fema]e 26.0345 29.3077 20.7308 26.4643 28.5926 #17.7857 #24.7308 **21.2400 #21.1600 *27.8800
cc
Riyadh
5 26.4375 30.5714 21.1250 26.6250 29.0625 #23.0667 #27.1429 **22.4286 #23.6154 #26.8667
cc
6 TuraifCC 26.0667 29.1875 19.4667 26.8462 33.5714 #21.7059 #27.4118 *22.9333 #21.3125 #27.6667
Onaiza
22.5333 27.1250 21.2857 24.4667 25.6667 #21.0000 #24.9286 #19.7333 #19.0714 25.4667
5. 5 5 5 *25.
ccC
Huraimila 23.7500 30.0000 21.4286 24.8571 27.6667 #16.7500 ##21.5000 #18.5000 #18.2500 #25.0000
8
ccC
9 IaZan CC 25.4000 25.2500 17.0000 24.0000 20.2000 ##16.2000 #22.5000 #12.2000 #18.6000 #18.4000
Makkah 25.5385 28.8462 15.2308 16.3077 23.4167 ##13.3571 ##18.7000 **16.6429 #14.5385 #17.5385
10
cc

Table 17: CCs ranking from the faculty point of view

It can be seen that all the ten CCs have gaps in Tangibility,

Reliability and Assurance. Tangibility got the worst performance as it has

gaps in all the ten CCs with two CCs with large gaps. Reliability comes

next as it has gaps in all the ten CCs with two CCs with large gaps,

however, its gaps are smaller than those of Tangibility. Assurance is the

107




Nottiqgham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

third worse dimension as it has gaps in all the ten CCs without large
gaps.

Responsiveness has the best situation out of the five service
quality dimensions. Seven CCs out of ten have no gaps in Responsiveness
six of them got experiences better than expectations. Empathy comes
next with five CCs out of ten, three of them have experiences better than
expectations.

Huraimila CC and Jazan CC have gaps in all of the five dimensions
with one large gap for each of them. Makkah CC has the worst situation
of the ten CCs because of the two large gaps it has in Tangibility and
Reliability, although it has experiences better than expectations in

Responsiveness.

5.1.5.2 A comparison between the ten CCs on the five
dimensions of service quality from the Student point
of view
[t can be seen in table (32) and figure (46) in Appendix (3), that
the perception of quality in the educational service provided in CCs in

KSA from the perspective of Students, has three gaps at least in each CC.

According to their Means, CCs can be ranked in the following table:
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Students Expectations Students Experiences
# cc Means Means
tanl rell resl assul empl tan2 rel2 res2 assu2 emp2
Huraimila 24.0769 27.5833 18.5000 21.4000 21.7000 #17.3636 #21.9000 #16.4545 *21.1111 21,8182
1
CcC
2 Madinah CC 20.6429 27.4828 17.4074 21.3571 20.6207 #16.5862 ##19.8214 *16.6154 #18.8148 *21.0741
3 Skaka CC 23.0714 29.5455 17.6667 21.3846 22.3636 #19.6154 ##20.6923 *17.5385 #19.2727 *22.0909
4 Rlyadh CC 23.6154 29.2500 16.4615 24.8667 17.2857 #17.6000 ##20.0000 **16.6667 ##16.8571 *+20.8667
5 Tabouk CC 23.0769 26.9231 16.6667 22.8333 20.0000 #17.8182 #21.1818 **16.7778 #18.6000 #18.4000
6 Jazan CC 23.3750 25.2000 16.4667 25.1333 20.3571 ##15.7500 #21.2000 **20.0714 ##17.7333 #18.0625
7 Onaiza CC 21.2778 26.2632 18.2353 20.2778 21.8125 #18.1765 #21.5625 #15.8571 #16.3333 #19.4286
Abha Female 24.6333 29.7917 20.6800 25.3571 21.1250 #20.2857 ##22.4615 #17.4000 #19.8462 #20.2692
8
CcC
9 Turaif CC 24.6000 30.2500 20.3333 26.1000 24.4000 ##17.1250 ##24.5714 #16.5556 #21.9000 #21.7000
10 Makkah CC 25.7143 32.5000 21.0000 26.5714 25.8333 ##19.0000 ##19.7143 ##14.7143 ##18.5714 #20.7143

Table 18: CCs ranking from the students point of view

It can be seen that all the ten CCs have gaps in Tangibility
(equipment, physical facilities and personnel appearance of faculty) and
Reliability (the level of dependency commitment, problem solving,
sympathetic and reassuring and records keeping). Reliability has the
worst performance of the five dimensions as it has gaps in all the ten CCs
with six large gaps. Tangibility comes next as it has gaps in the ten CCs

with three large gaps.

Responsiveness has the best performance of the five dimensions
as it has five CCs out of ten with no gaps, three of them have experiences

better than expectations. Empathy comes next as it has four CCs out of
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ten with no gaps, three of them have experiences better than

expectations.

Assurance is in the middle between the five dimensions as it has
one CC out of ten with no gaps, however, three of the nine gaps are large

ones.

Huraimila CC and Madinah CC topped the ranking while Makkah

CC was the last in the Students ranking of CCs performance.

5.1.5.3 Results from the last two tables:

By comparing the results of the two categories (faculty and
students) it can be seen that the dimensions Tangibility, Reliability and
Assurance have gaps in both categories. The performance of the other
two dimensions (Responsiveness and Empathy) is better than the other
three. Skaka CC and Madinah CC have the highest performance out of the
other ten CCs. The biggest difference was in Huraimila CC as it varied
from the rank eight in the faculty table to one in the students table.
Makkah CC has got the worst performance of the ten CCs as it obtained
the last ranking. Makkah CC status will be detailed later on.

5.1.6 Gender disparities in sample responses

The results obtained were from ten different CCs, six of them
were mixed CCs that have both males and females (although each gender
study alone), three are males only and one was females only. According
to the criteria of the chosen sample of CCs, which has been clarified
previously. As a result, the comparison took place between the two
groups of CCs that have only a single gender. Abha CC was the only
female CC on the one hand (females) and Riyadh, Huraimila and Onaizah
CCs were the males CCs on the other hand (males), in order to see
whether they have any statistical significant differences between the two
gender disparities or not. Therefore, the comparison was applied first
between the whole sample (i.e. the three categories students, faculty and

top managers) in each of the two groups. The second comparison was
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between students in females CC and students in the males CCs. The third
was between faculty in females CC with faculty in Males CCs. The fourth
comparison between Top Managers in both groups was not applicable as
there are only three on Males CCs and just one in female CC. in the

following lines the results obtained by those comparisons

* The number (1) after each dimension stands for expectations, while the
number (2) after each dimension stands for experiences.

1- A comparison between females and males for the whole sample

—
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Figure 8: A comparison between Means of females and males for the whole sample.
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It can be seen from the above figure that there are significant
statistical differences between the two genders in dimensions:
(tangibilityl) and (assurancel) for the females while the other
differences have no statistical significance. This means that the
expectations of females in the two dimensions were higher than the
males expectations.

2- A comparison between females and males for the students
category
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Figure 9: A comparison between Means of females and males from students perception
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It can be seen from the above figure that there are significant
statistical differences between male students and female students in
tangibility experiences (tangibility2) for females. While all the other
dimensions have no significant statistical differences. The gap between
what females expect in Tangibility and what they experienced is larger
than that of males. That means that male students environments in the
Tangibility dimension are better than female students environment in
the same dimension.

3- A comparison between females and males for the faculty
category
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Figure 10: A comparison between Means of females and males for faculty

113



Nottin_gham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

It can be seen from the above figure that there are significant
statistical differences between faculty males and faculty females for
females in the dimensions: Tangibility, reliability, responsiveness and
assurance in the expectations, and Tangibility in the experiences. From
that it is clear that faculty females expectations about services in their
CCs in all the five dimensions of service quality were higher than those of
faculty males. In the experiences, the only difference was also for females
which was in their experiences in the dimension of Tangibility. These
differences may show that faculty females are having higher

expectations than faculty males.

5.2 Analysis and interpretation of the quantitative and
qualitative data on QASs

Introduction:

The Faculty members questionnaires questions 23-52 together
with the Top Managers and Faculty members’ interviews essentially
measure the extent to which Saudi community colleges commit
themselves to the application of the eleven proposed standards for
quality assurance and accreditation (QAS) of higher education
institutions prepared by the National Commission for Academic
Accreditation & Assessment (NCAAA, 2011).

These standards have identified eleven major areas of activity for
Saudi post-secondary institutions for Institutional Accreditation in
Higher Education, namely: (1) Mission, Goals and Objectives; (2)
Governance and Administration; (3) Management of Quality Assurance;
(4) Learning and Teaching; (5) Student Administration and Support
Services; (6) Learning Resources; (7) Facilities and Equipment
(Housing); (8) Financial Planning and Management; (9) Employment
Processes; (10) Research; (11) Relationships with the Community.

Notably, the following research results are tackled under five
major sections and a number of related sub-dimensions, namely: (1)

Institutional Context (including Mission, Goals & Objectives; Governance
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and Administration and Quality Assurance & Improvement); (2) Quality
of Learning and Teaching (including Learning & Teaching); (3) Student
Support (including Student Administration and Support Services and
Learning Resources); (4) Supporting Infrastructure (including Facilities
and Equipment (Housing); Financial Planning and Management and
Employment Processes); and (5) Community Contributions (including
Research and Institutional Relationships with Community).

Procedurally speaking, such standards were provided for the
current research sample via administering a survey questionnaire to 160
faculty members (FM) and interviewing 9 community college Top
Managers (TM) (taking into account the fact that the research population
comprised ten subjects but only nine responded and agreed to
participate) as well as five other FM. It's against such backdrop that the
following figures contain statistical data analyzing participant FM’
responses to the administered questionnaire questions, whereas further
comments attempt to provide an in-depth qualitative analysis for such
quantitative data based on interview question responses.

A summary of each standard is shown after the analysis of its
related questions. All the negative questions were statistically dealt with
before the analysis took place. So in order to have accurate results the
scale of negative questions were revised (i.e. measured backwards (7 - 1
in the negative questions equals to 1 - 7 in positive questions). All the

CCs scores on QAS are detailed in table (31) in Appendix (1).

Section I: Institutional Context
5.2.1 Standard 1: Mission, Goals and Objectives

This standard is composed of four sub-questions as follows:
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5.2.1.1 My CC has its own mission, goals and objectives.

120

100 —
80 +—
66.5
60 — Frequency
W Percentage %
40 +—
20 17.1
- 3.8
| : 06 32 06 13
0 - : :  ——  — -
7 6 5 4 3 2 1 Missing

Mean: 6.33 Std. Deviation: 1.234

Figure 11: Responses of CCs mission, goals and objectives

* NB: The above figure shows the 160 responses the question 23
yielded. The field “Missing” shows the percentage of the missing
responses to that certain question out of the 160, while the scale
numbers 7-1 show the percentage of that score out of the valid
responses. i.e. The percentages acquired in the scales 7-1 equal 100% of
the valid responses. This apply on the Figures 23-52 (Questions 23-52).

It is concluded from the above table that majority survey
respondents (i.e. approximately 92% of total participant FM members
choosing either 7, 6 or 5 scores at the used rating scale. The scale was 7
strongly agree while 1 was strongly disagree and 4 neutral. So the
answers 5,6 and 7 means agree in general, while 1,2 and 3 means
disagree in general also) highlighted that their CCs already have mission,
goals and objectives, meanwhile all interviewed Top Managers (TM) and
Faculty Members (FM) agreed to the item with the exception of Makkah
CC whose Deputy Dean indicated its adoption of goals only, not
objectives.

Overall, majority sample respondents reached a consensus on

formulating mission, goals and objectives at their various CCs. However,
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nearly 4% (i.e. participants choosing either 1, 2 or 3 scores at the used
rating scale) expressed opposing opinions and another similar
percentage provided neutral responses (i.e. choosing 4 score at the used

rating scale).

5.2.1.2 My CC faculty members have never been involved in
formulating such mission, goals and objectives.
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Figure 12: Faculty participation in CCs planning processes

*NB: It should be mentioned here that all the negative questions
of the questionnaires were dealt with in the SPSS data base, so the
answers 5,6 and 7 agree to the positive meaning of the question (i.e. they
were involved ..)

It is concluded from the above figure that around 63% of total
surveyed respondents indicated their affiliated FM participation into
formulating such mission, goals and objectives, the same results revealed
by conducted interviews. In contrast, approximately 29% of the
surveyed participants opposed such perspective, whereas 7% were
neutral.

A case in point here is that a TM said “they (i.e. FM) and some
Students also participated.” Another TM emphasized “without FM’

involvement, strategic plans become mere theories!” In addition, another
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TM showed that FM “participated” (however at a certain level)
mentioning at another context that such participation was “average”.

In a similar vein, an interviewed FM stated “certainly, they (i.e.
FM) participated as part and parcel of status quo and as reliable human
cadres able to give a helpful hand to accomplish our college mission and
goals. In addition, our mission and goals were formulated by a specialist
commission largely representing FM affiliated to all college
departments”. An FM from Riyadh CC clarified that faculty members
participate actively in the department level, while department chiefs

represent their departments in the CC level.

5.2.1.3 My CC’s mission, goals, and objectives are appropriate
for its current situation.

80
70
60 +—
30 1144
a0 +—| Frequency
W Percentage %
30 +—
231
20 +—
11.5
4 7.1 7.7
10 G
I 1.9 I 2.5

0 : ; ; - i ; e

7 6 5 4 3 2 1 Missing

Mean: 5.56 Std. Deviation: 1.867

Figure 13: The relationship of CCs plans to their currents situation

It is concluded from the above figure that 77% of total surveyed
respondents indicated their affiliated FM think their CCs’ mission, goals,
and objectives are appropriate for their current situation; meantime
approximately 14% of total sample provided opposite perspectives and
7% were neutral. Notably, seven of the total eight interviewed TM
showed that such statements are closely related to their colleges’ status

quo.
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However, only one TM (i.e. Makkah CC) stated they don’t enjoy
required relevance level “due to financial goals dominance over pure
scholarly ones”. In addition, interviewed FM also emphasized the
presence of such relevance. FM from Jazan CC stated that their mission,
goals, and objectives are very practical and closely linked with local labor

market needs.

5.2.1.4 My CC’s mission, goals, and objectives are not so much
related to each other.
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Figure 14: The interrelationship of the components of CCs plans

It is concluded from the above figure that 64% of total surveyed
respondents highlighted that their CCs’ mission, goals, and objectives are
adequately related to each other, the same result evidenced by
interviewed Top Managers who repeatedly showed they enjoy high
relevance level and are, in fact, “related to each other.” An interviewed
TM said “we took a long time for their preparation taking into
consideration the experiences of other counterpart Arab and foreign
colleges.”

A case in point here is that an interviewed TM from Makkah CC
stated “although the correlation is evidenced, it may be relative. In other
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words, the formulated mission statement is relatively ideal so that it
doesn’t enable implementers to accomplish via applied goals and
objectives.”

Also, interviewed FM expressed higher relevance rates as “our
college’s mission, goals and objectives were formulated following a
comprehensive analysis for the status quo using SWOT Analysis”, as
highlighted by an interviewed TM.

In a similar vein, another interviewed TM stated “it’s actually a
close relationship. In other words, our college’s mission is achievable
and ready for implementation via a series of relevant goals, objectives
and action plans.” In contrast, approximately 27% of total sample

provided opposite perspectives and 8% were neutral.

5.2.1.5 First Standard Results Summary

Overall results show that, Saudi CCs already have mission, goals
and objectives that are so much related to each other and appropriate for
their current situation at each individual college. In addition, results
showed high level of effectiveness for FM’' participation into their
preparation. For example, an interviewed TM said “we took a long time
for their preparation taking into consideration the experiences of other
counterpart Arab and foreign colleges.” In other side an interviewed TM
from Makkah CC stated “although the correlation is evidenced, it may be
relative. In other words, the formulated mission statement is relatively
ideal so that it doesn’t enable implementers to accomplish via applied
goals and objectives”. It can be said that they are well prepared but so

much ideal.

5.2.2 Standard 2: Governance and Administration
This standard is composed of three sub-questions as follows:

5.2.2.1 My CC has a complete governing body that applies real
leadership
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Figure 15: The leadership of CCs governing body

It’s concluded from the above figure that 76% of total surveyed
respondents stated that their CCs have complete governing bodies
applying real leadership ethos. However, approximately 18% of total
sample provided opposite viewpoints and 6% were neutral.

Notably, most of the total interviewed TM showed that their CCs
enjoy effective governing bodies that always “take the initiative to solve

» “

problems”, “give a due care to construct communication channels with
the labor market”, “take into consideration student and FM affairs” and
“integrate with deans’ roles”.

A case in point here is that an interviewed TM in Makkah CC
stated his college governing body has average effectiveness. Moreover,
another TM in Skaka CC indicated his college lacks a governing body.

Overall, interviewed FM agree with their counterpart TM that

CCs’ governing bodies are effective in carrying out their assigned roles

and never contrast with colleges deanship roles.
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5.2.2.2 Planning processes and policies are inadequately
applied at my CC
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Figure 16: The application of CCs planning processes

It’s concluded from the above figure that approximately 63% of
total surveyed respondents stated that their CCs planning processes and
policies are adequately applied at their CCs; however, approximately
27% of total sample provided opposite viewpoints and 10% were
neutral.

In a similar vein, interviews indicated there is a consensus among
participant TM on optimal formulation on theoretical level. On the
contrary, they agreed that the main problem is in implementation due to
numerous causes, mostly internal; however, an interviewed TM
considered such causes external in nature stating “there’s a strong trend
towards promoting the application of strategic and operational planning
processes in an excellent manner, however, there’'re a plethora of
obstacles for human and financial resources”, “80% of the actual causes
for improper results is attributed to the fact that there’re external parties
gives us a helpful hand in planning!”, “practically speaking, planning
succeeds in case of enjoying suitable support and implementation.
Although some CCs may suffer from lack of support, Onaiza CC enjoys a

relatively good support from the university”. The TM in Jazan CC stated
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that: “our CC already has a declared and implemented strategic plan but
I, personally, evaluate its effectiveness at 60% only due to lack of
resources, financial dependency on the university and lack of qualified
FM ” and finally the TM in Skaka clarified that they only apply “the usual
plan at the start of every academic year.” In other words, there aren’t any
plans of a strategic perspective. Instead, that CC adopts simple
traditional plans that are largely similar to customary work agendas.

Notably, an interviewed TM in Makkah CC evaluated his CC’s plan
as “above-average despite the fact that a long time elapsed since the
initial start of planning some relevant issues”. In other words, he thinks
exerted efforts in planning are inadequate following a long period of
employing planning as a mechanism at his own college.

From another perspective, the Dean of Turaif CC stated his college
has, in principle, sound and integrated planning. However, he feels it
doesn’t actually contribute to accomplishing noticeable progress stating
“we shouldn’t suppose that our college and its programmes are the only
part to blame, but also external factors sometimes cause shortcomings.”

Furthermore, interviewed FM expressed similar opinions. For
example, an academic staff frankly stated “we are still at the initial
phases for bringing drawn development plans into existence”. Riyadh CC
is an exception here, as its interviewed FM stated that their application
of planning processes is excellent, relying on their CC achievement by
having the American COE and the Saudi NCAAA accreditations, which

made them -from his point of view- the best CC in Saudi Arabia.
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5.2.2.3 My CC enjoys a very organized institutional context
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Figure 17: The organization of CCs institutional context

From the above figure approximately 67% of total surveyed
respondents stated that their CCs enjoy very organized institutional
contexts. However, 18% of total sample provided opposite viewpoints
and 15% were neutral.

Notably, interviewed TM emphasized their CCs already have
organized institutional contexts whose quality evaluation level exceed
80% stating that the main obstacle hindering perfection is “dominant
regulations and parties.”

A case in point here is that an interviewed TM said that the
rationale for such high-quality evaluation stems from “administrative
staff’s adequacy and sufficiency in addition to close monitoring of both
graduates and students.”

In a similar vein, another TM in Onaiza CC stated that his college’s
atmosphere is, in fact, attractive due to “incoming students belonging to
other cities and regions, or even overseas students from other countries
enrolled into some departments (e.g. the prestigious Medical Labs
Department, highly-accredited from relevant official institutions, where

students receive education in English)”.
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In addition, another interviewed TM in Jazan CC stated that “the
major reasons are mutual collaboration and team spirit.”

Noteworthy, another participant TM in Makkah CC reduced the
quality estimated percentage to 65% only due to FM’s lack of
collaboration and his college-affiliated deanship’s inability to provide
them with suitable motivating incentives and rewards.

On the contrary, Turaif CC Dean assured the percentage is 100%
as “everyone does his best completely carry out his assigned
responsibilities in a comfortable healthy environment void of any
administrative gaps or shortcomings.”

In a similar vein, interviewed FMs agreed that there is an
organized institutional context in their CCs. For example, a participant
FM from Tabouk CC evaluated quality level in his CC at 80% because of
accomplishing “brilliant” successes recently rewarded by obtaining
academic accreditation from the American-based Council on
Occupational Education (COE) international body.

Besides, another FM indicated that the main rationale for
obtaining such high percentage is the results concluded by female FM’
and employees’ annual surveys. Riyadh CC representative interviewee
gave his CC 90% clarifying that it is impossible to reach 100% otherwise

he would gave it to his CC due to its achievement.

5.2.2.4 Second Standard Results Summary:
The standard-related items basically focus on CCs’ Governance
and Administration. As a result, they are closely related to the second

standard of NCAAA’s eleven Standards.

Saudi CCs already have active leadership preparing suitable
strategic plans. However, there is semi-consensus that at the same time,
they encounter obstacles in implementing these strategic plans actually
as well as obtaining the desired results due to several causes: internal,
external or both. An interviewed TM considered such causes external in

nature stating “there’s a strong trend towards promoting the application

125



Nottiqgham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

of strategic and operational planning processes in an excellent manner,
however, there're a plethora of obstacles for human and financial
resources”. It can be said that they from another side are not logically

connected to their context.

5.2.3 Standard 3: Quality Assurance and Improvement

This standard is composed of five sub-questions as follows:

5.2.3.1 My CC does not use documented quality assurance
procedures for all key educational processes.
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Figure 18: CCs use of documented quality assurance procedures

In the FM questionnaires responds shown above, approximately
70% of total surveyed respondents stated that their CCs use documented
quality assurance procedures for all key educational processes. However,
18% of total sample provided opposite viewpoints and 12% were
neutral.

Besides, interviewed TM provided insights about their high-level
knowledge of quality standards and goals estimated at 75% in addition
to their precise knowledge of relevant COE’s international quality
standards; however, they attributed the delay in standards provision for
their CCs to their late provision since a month only despite the fact that

they were formulated two years ago.
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A case in point here is that an interviewed TM in Jazan CC stated
that they don’t precisely know the adopted standards or the exact
number. Also, Madinah CC Dean indicated that they weren’t informed
about NCAAA’s standards.

However, another college Dean of Skaka CC stated they have a
Consultative Council for Quality and another wunit for quality
management.

In a similar vein, an interviewed TM from Makkah CC said his
college has embarked into applying quality systems and achieved
remarkable progress enabling it to apply for accreditation but for some
simple obstacles they did not yet apply for it.

In addition, Turaif CC Dean indicated that he and his colleague
the Deputy Dean had attended the First Conference for Quality, hold at
Riyadh-based Al Yamamah University under the sponsorship of King
Abdullah Bin Abdul-Aziz, and that they are currently making every
possible effort to fulfill required quality standards according to their
college’s potentials and Dean's assigned authorities.

Furthermore, interviewed FMs showed their knowledge of
required quality standards that are currently applied at their CCs on a
wide scale. A case in point here is that a FM in Huraimila CC mentioned
that his college has already obtained the COE international accreditation
certificate. They mentioned that their CCs have a specialized unit or body

for quality assurance.
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5.2.3.2 My CC always uses documented indicators and/or
benchmarks for internal quality evaluation of
educational performance (e.g. pass rates, course
assessment stats).
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Figure 19: CCs internal quality evaluation of educational performance

It's concluded from the above figure that approximately 77% of
total surveyed FM respondents stated that their CCs always uses
documented indicators and/or benchmarks for internal quality
evaluation of educational performance.

However, approximately 12% of total sample provided opposite
viewpoints and 11% were neutral (Note: answer details supported by
interview excerpts would be mentioned at the current standard next

fourth sub-question).
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5.2.3.3 My CC regularly uses a formal process for identifying
and solving quality problems in its educational
provision (e.g. annual course review).
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Figure 20: CCs use of formal process for identifying and solving quality problems in its
educational provision

It’s concluded from the above figure that approximately 74.6% of
total surveyed respondents stated that their CCs regularly use formal
processes for identifying and solving quality problems in their
educational services provision (e.g. annual course review).

However, approximately 13.6% of total sample provided opposite
perspectives and another approximately 11.7% were neutral (Note:
answer details supported by interview excerpts would be mentioned at

the current standard next fourth sub-question).
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5.2.34 My CC never evaluates its Kkey educational
performance measures against external benchmarks.
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Figure 21: CCs evaluation of key educational performance measures against external
benchmarks

From the above figure it is concluded that approximately 64% of
total surveyed FM respondents stated that their CCs evaluate key
educational performance measures against external benchmarks.
However, 29% of total sample provided opposite perspectives and
another 7% were neutral.

For all the above-mentioned three questions and relevant
interviews conducted with participant TM; Madinah CC Dean showed
that adopted performance measures are still in their initial stages of
implementation that are largely hindered by other basic problems such
as lack of study halls, premises, infrastructure, supplies, etc. As a result,
such existing conditions negatively affect quality proper
conceptualization and relevant standards application. Notably, despite
all such obstacles, the college has recently embarked into intensive
communications with COE officials to obtain required academic
accreditation for their adopted standards at the same time we notice
weak communication and coordination between NCAAA and their

affiliated CCs.
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On the other side, remaining interviewed TM emphasized there’s
remarkable progress in quality. A case in point here is that a participant
TM in Onaiza CC highlighted that “we had fixed a schedule with COE
officials to visit us for obtaining the required academic accreditation
status. Also, our university-affiliated Quality and Accreditation Agency
would visit the college for the same reason”. Notably, the same
conditions for COE accreditation also apply for Jazan CC.

In a similar vein, the Dean of Skaka CC stated that they enjoy a
“very good” level for quality implementation and performance. However,

Turaif CC Dean surpassed such level emphasizing that

“our college has a very advanced level comparable with other counterpart

CCs in both United States and Canada in our academic accomplishments,

programmes, performance, quality and fulfillment of teaching

requirements. As a result, we have an advanced system for quality
implementation. However, we are negatively affected by an unsuitable
overall format for external stakeholders and unfair requirement burdens

for compelling reasons. For example, our college occupies rented

premises. In addition, we can’t control our financial resources and

budget”.

Also, interviewed TM concluded that each examined CC has an
electronic database monitored by relevant Quality and Academic
Accreditation Units except for Abha CC that recently started its ongoing
record and data audit efforts by its Statistics Unit at the same time the
college showed an interest in constructing an integrated database.

Moreover, the Dean of Turaif CC indicated that traditional data
archiving and tabulation operations, which they carry out in an efficient
manner, are still adopted at present due to lack of an independent
database separate from the university.

For interviewed FMs , results showed that they agree with their
colleague TMs that their CCs are currently applying required quality
standards. A case in point here is that a participant FM in Tabouk CC

stated that his college has already obtained the COE-based international
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accreditation status; meanwhile they seek applying for the local NCAAA
accreditation (taking into account the fact that both are external
benchmarks for CCs’ performance evaluation).

In addition, interviewed FM also assured their CCs apply
advanced data archiving and tabulation operations. A case in point here
is that a FM in Tabouk CC indicated that his college adopts a precise clear
mechanism for records archiving via specialized committees, e.g.
Academic Affairs, Development and Quality as well as Student Affairs
Committees. Also, another FM from Abha CC showed that hers FM -
affiliated Quality Unit pays a due care to constructing an integrated
database for the entire college. The case in Riyadh CC is better as they
have an accredited quality unit that has all the data and reports that is

needed in the development and improvement processes.

5.2.3.5 My CC is committed to managing its projects according

to quality standards.
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Figure 22: Responses on managing projects according to quality standards

It's concluded from the above figure that 67% of total surveyed
FM respondents stated that their CCs are committed to managing their
projects according to quality standards. However, approximately 22% of
total sample provided opposite perspectives and another 11% were
neutral.

132



Nottin_gham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

In a similar vein, an interviewed TM in Abha CC showed that
there’s no actual project management committed to the scientific
meaning of the term. Instead, the Governance and Administration is
assigned project management tasks that are usually well-accomplished
but without adherence to relevant standardized scientific principles.

However, the Dean of Madinah CC stated that project
management is practiced at university, not college level. He went on to
say that “we often inform our university administration of our needs so
that officials can examine the status quo and take required measures for
implementation”.

In addition, interviewed FM also expressed similar opinions. For
example, a participant FM from Tabouk CC stated that there’s always a
continuous monitoring for programmes implementation and evaluation
by the college-affiliated Consultative Committee “represented by
industry and business employers in addition to administering other
evaluative survey questionnaires on FM, administrators and students”.
The same could be said about Riyadh CC according to its participating
FM who mentioned that they in addition have a specialized department
headed by a Dean’s deputy in their CC for that concern.

Notably, the two cases are the most distinguished experiments for
implementing quality standards at examined CCs according to study

results.

5.2.3.6 Third Standard Results Summary:

The standard-related items basically focus on CCs’ Quality
Assurance and Improvement. As a result, they are closely related to the
third standard of NCAAA: Quality Assurance and Improvement.

Saudi CCs largely adopt quality mechanisms, document quality
assurance guidelines for all key educational processes, always use
documented indicators and/or benchmarks for internal quality
evaluation of educational performance (e.g. pass rates, course

assessment stats), regularly use formal processes for identifying and
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solving quality problems in their educational provision (e.g. annual
course review), evaluate their key educational performance measures
against external benchmarks, committed to managing their academic
projects according to quality standards and are, finally, managing their
projects well but not in the scientific meaning of the word. Overall,
results indicated a very good level of commitment to quality standards in
the formulation and preparation and lower than that in practical
implementation. For example, the TM in Abha CC stated that the
“adherence level to quality in theory reaches a maximum 90% as the
college provides training and outreach for all FM, at the same time 50%
of the Deputy Dean'’s efforts are dedicated only to quality. However, final
implementation on the ground doesn’t, at best, exceed 60% because of
negative cultural barriers”.

Besides, another Deputy Dean in Onaiza CC showed his CC’s
interest and correspondence with COE officials to obtain its accreditation
following standards application. Noteworthy, such current interest in
practical implementation and quality standards started few years ago,
even since the last year only at some colleges.

However, despite such ongoing endeavor seeking both local and
international accreditation, some CCs adopt traditional techniques for
quality management as the case in Jazan CC. This result may be
attributed to lack of effective mechanisms for decision making and
autonomy, as highlighted by an interviewed Makkah CC TM.

Sometimes, quality application may reach a high level as indicated
by the Dean of Turaif CC who stated “Turaif CC is considered more
advanced than its affiliated wuniversity in quality standards
implementation” or even a pioneering level at national Saudi level as
indicated by an interviewed FM from Riyadh CC and Tabouk CC who
emphasized that the implementation efforts at their CCs have already
reached “the highest possible level making them the most pioneering CCs

in the kingdom”, the same opinion repeated by interviewed FM at
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Huraimila CC that has recently obtained the COE accreditation certificate

and applied for national accreditation for quality.

Section II: Quality of Learning and Teaching
5.2.4 Standard 4: Learning and Teaching
This standard is composed of three sub-questions as follows:

5.2.4.1 My CC is applying institutional monitoring and
development of learning processes.
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Figure 23: CCs application of institutional monitoring and development of learning processes

75% of total surveyed FM respondents stated that their CCs are
applying institutional monitoring and development of learning
processes. However, approximately 15% of total sample provided
opposite perspectives and another 10% were neutral.

Overall, interviewed TM from Abha CC revealed there’s a
continuous monitoring and development for various learning processes,
including “FM, students and curriculum” despite some hindering
obstacles. Also, they indicated that “FM are efficient and enjoy good
quality. However, curriculum are officially set by the university but (we)
benefit from Blackboard support”. In addition, interviewed TM also think

that education development can be accomplished via promoting FM
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capacities using such tools as training and professional development
before assigning required tasks (e.g. Abha CC) or on service training by
universities and their affiliated CCs.

Notably, some CCs showed weak levels of institutional monitoring
and development of learning processes, as illustrated by Jazan CC TM
stating “unfortunately, there’s no adequate professional development at
present”. Also, they illustrated that monitoring is procedurally carried
out via monitoring achievement results and obtaining students’
feedback.

Makkah CC TM stated that his affiliated university’s centralization
in academic programmes and syllabuses selection weakens institutional
development efforts made by the CC.

Also, there seems a complete consensus among participant TM on
the pivotal significance of such role as highlighted, for example, by the
Dean of Turaif CC who indicated “it’s our major essential business”. In
addition, the Dean of Madinah CC mentioned that his CC conducts a
comprehensive evaluation for the educational system depending on
students’ feedback.

Regarding the learning process, interviewed TM indicated there’s
an interest in both traditional and e-learning. A case in point here is that
the TM in Abha CC stated “there is an ongoing focus on learning,
especially e-learning (i.e. Blackboard), pressures by the college’s
administration towards that direction, internal and external training,
consultations as well as good implementation levels”. They illustrated
also that there is a Vice-Dean dedicated for educational and academic
affairs at each CC in KSA. At the same time some colleges pays a due care
to encouraging students to promote required learning and mastery skills
like what happening in Turaif CC. The interviewed FM shared the same
opinions with their TM counterparts. In addition, the FM from Riyadh CC
mentioned that they use a learning system called LMS which was

provided from King Saud University to all its affiliated colleges.
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5.2.4.2 My CC is adequately monitoring and evaluating
students’ learning outcomes
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Figure 24: CCs monitoring and evaluation of students’ learning outcomes

From the above figure 76% of total surveyed FM clarified that
their CCs are adequately monitoring and evaluating students’ learning
outcomes. However, approximately 17% of total sample provided
opposite perspectives and another 7% were neutral.

However, interviewed TM expressed an overall different
perspective as the majority emphasized their CCs suffers from weak
performance, unsatisfactory limited efforts in this regard as CCs’ role
usually ends with students’ graduation so they rarely follow their
employment in the labor market and measure the employers
satisfaction.

Notably, the reason behind that may be attributed to what has
been mentioned by Makkah CC TM who indicated that his CC’s outcomes
have recently shown a crisis due to employment stakeholders’ unclear
vision”.

However, there was an exception for such rule expressed by the
Dean of Madinah CC who emphasized “we have an alumni unit

communicating with graduates and their employers.” In addition to what
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Onaiza CC TM said that their students enjoy good reputation at the
university level, compared to other counterpart colleges.

During the interviews, a FM from Tabouk CC highlighted the
detailed admirable business carried out by his CC saying “we monitor
continuous statistics for students’ academic achievement at various
courses separately and at their academic progress in each level
cumulatively. Then, we administer survey questionnaires to students to
evaluate different teaching methods, educational technology tools,
internal environment and courses evaluation. In addition, other
questionnaires are directed to employers to evaluate various academic
programmes, syllabuses and outcomes in tandem with the requirements
of the labor market”. Nearly the same was mentioned by Riyadh CC FM.

The Abha CC FM member clarified that they conduct opinion
surveys for relevant employers, stakeholders and their female graduates.
However, based on the notes made by another counterpart TM at the
same CC, we conclude that the practical implementation of such tools in
Abha CC is still unsatisfactory.

Overall, it can be concluded that CCs monitor and evaluate
students’ learning outcomes both during and after their study period.
However, they suffer from a weak level for actual implementation on the

ground.
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5.2.4.3 My CC is applying ongoing development of its learning
and teaching programmes.
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Figure 25: CCs application of ongoing development of their learning and teaching programmes

74% of total surveyed FM respondents clarified that their CCs are
applying ongoing development of their learning and teaching
programmes. However, 16% of total sample provided opposite
perspectives and another approximately 10% were neutral.

Interviewed TM clarified that sometimes CCs receive some
support for learning (e.g. Blackboard, Smart Boards as well as academic
and counseling support). Also, sometimes students receive training
support, as highlighted by the Dean of Turaif CC who stated “each course
focuses on training students at relevant required skills, thus, there’s no
room at all for theoretical educational issues”. For teaching, FM receive
training internally and externally via those training programmes
provided by their affiliated CCs and universities.

In the interviews with FM, participants highlighted their
agreement with their counterpart TM further adding that their CCs
render another related service for students by providing them with
textbooks for low prices to enhance their learning.

Finally, another FM in Huraimila CC indicated that they “send

some students during the summer vacation to study English Language at
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the United States on the CC’s expenses as part of its twinning program
with a counterpart American CC". Also, interviewed FM supported TM

opinions about the development of teaching programmes.

5.2.4.4 Fourth Standard Results Summary:
The standard-related items basically focus on NCAAA’ forth

standard: Learning and Teaching.

Saudi CCs largely are applying institutional monitoring and
development of learning processes (despite some barriers), adequately
monitor and evaluate students’ learning outcomes using available e-
learning tools and apply ongoing development of their learning and
teaching programmes (despite some weaknesses in CCs’ infrastructure).
In addition, it can be concluded that Saudi CCs monitor and evaluate
students’ learning outcomes both during and after their study period.
However, they suffer from a weak level for actual implementation on the
ground. For teaching development, results revealed that FM receive
internal and external development provided by their affiliated CCs and

universities.

Section III: Student Support
5.2.5 Standard 5: Student Administration and Support Services

This standard is composed of two sub-questions as follows:
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5.2.5.1 My CC is applying medical and social services

effectively.
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Figure 26: CCs application of medical and social services

In applying medical and social services 53% of surveyed FM
stated that they are applied in their CCs effectively, while 32% of total
sample provided opposite perspectives and another approximately 15%
were neutral.

Notably, interviewed TM stated that their CCs don’t provide
adequate medical services. Instead, they usually adopt the referrals
mechanism allowing students to receive required medical treatment at
university hospitals, if any, or at any public hospital at various nearby
towns or cities. However, two exception for such rule were in Abha CC
and Riyadh CC which have first aid clinics for students and faculty. In a
similar vein, we can consider Turaif CC’s experiment the most significant
in this regard, as expressed by its Dean who said “we refer those cases
needing specialized medical care to Turaif Public Hospital. Noteworthy,
our CC has an internal unit for pregnancy and diabetics care”.

In comparison, social services enjoy a better status as some CCs
have social services or counseling units providing students with required

assistance and support as well as continuous communication.
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Notably, Madinah CC has a unique initiative in providing its
students with high-quality social services reaching the 90% level, as
indicated by its Dean who stated that the main reasons are that “we have
specialized units for student affairs, adequate supplies and high-level of
students’ participation”. The same perspective repeatedly mentioned by
interviewed FM.

Finally, results also concluded that student affairs administrations
are present at all CCs and enjoy high-level practical roles.

5.25.2 My CC is not applying student extracurricular
activities effectively.
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Figure 27: CCs application of student extracurricular activities

63.5% of total surveyed FM respondents see that their CCs are
applying student extracurricular activities effectively. However, 27% of
total sample provided opposite perspectives and another approximately
9.5% were neutral.

Notably, interviewed TM generally clarified that CCs’ student
extracurricular activities are conducted either by CCs themselves using
their own programmes or by the university and its central students
activity programmes.

Overall, participants emphasized that student extracurricular

activities are carried out in adequate manner. A case in point here is that
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there is a student club for practicing student extracurricular activities at
Jazan CC. In addition, Onaiza CC itself monitors student extracurricular
activities at the same time they receive effective support from their
university.

As noted earlier, Madinah CC already provides students with
high-quality social services reaching the 90% level, as indicated by its
Dean who stated that the main reasons are that “we have specialized
units for student affairs, adequate supplies and high-level students’
participation”.

The same opinion is also expressed by interviewed FM. However,
there’s only one exception at Huraimila CC whose FM showed that “there
were student extracurricular activities in the past, but not now” stating
that the main reason is that the majority of students come from outside
Huraimila City. Following the end of their lectures, they immediately
return to their neighboring towns and villages so they find it difficult
either to stay until activities start or to return again at the same time to
participate in those activities. As a result, since the recent decrease in
Huraimila City native students’ number, student extracurricular

activities became extremely limited.

5.2.5.3 Fifth Standard Results Summary:

The standard-related items basically focus on CCs’ Student
Administration and Support Services (i.e. student affairs and support,
medical and social services as well as student extracurricular activities).

Saudi CCs mostly don’t provide medical services. Instead, they
usually adopt the referrals mechanism allowing students to receive
required medical treatment at university hospitals, if any, or at any
public hospital at various nearby towns or cities, with the only exception
of Abha CC that has a first aid clinic and Turaif CC’s which has an

internal unit for pregnancy and diabetics care.

However, results showed that social services are provided by

Saudi CCs in an adequate manner. In addition, approximately two-third
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respondents stated that student services are effectively applied, either
those provided at the university’s central level or internally by their
affiliated CCs.

Noteworthy, it's important here to mention that majority
participants only indicated the mere presence of such student
extracurricular activities without identifying the actual number of
practicing students. As a result, a certain activity may be in effect at a CC
without mentioning its actual participants that may be very limited (this
was noticed from the researcher’s personal experiences and
observations of Saudi CCs and other counterpart educational

institutions).
5.2.6 Standard 6: Learning Resources
This standard is composed of two sub-questions as follows:

5.2.6.1 My CC is providing effective learning resources for its
students and faculty.
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Figure 28: CCs provision of effective learning resources for its students and faculty

From the above figure 67% of total surveyed respondents stated
that their CCs are providing effective learning resources for their
students and FM. However, 22% of total sample provided opposite
perspectives and another 11% were neutral.
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In a similar vein, interviewed TM emphasized the adoption of e-
learning with its various forms and tools (Blackboard use in Abha CC for
example). Also, the majority of participants agreed that there’re libraries
equipped with necessary references, despite some shortcomings in
scholarly and recently published references provision.

In addition, there was also another consensus that majority CCs’
students and FM alike have accessible Internet-based international
databases, computerized learning systems (LMS for example in Riyadh
CC), printing press houses and libraries. Also, computers, Data Show
projectors and required software are already available at all study halls
at the same time most CCs provide all their FM with computers and its
other accessories.

The interviewed FM agrees with their TM in all those above-

mentioned perspectives.

5.2.6.2 When developing its learning resources, my CC does
not consult its students or faculty members.
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Figure 29: CCs consultation of their students and faculty when developing their learning
resources

70% of total surveyed FM respondents stated that their CCs

consult students or FM when developing their learning resources.
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However, 24% of total sample provided opposite perspectives and 6%
were neutral according to the table above.

Besides, interviewed TM highlighted the pivotal significance of
learning resources for Student and FM alike from one hand and
consulting them on their selection, particularly the FM, on the other hand
stressing their actual implementation of such principles at their CCs.

For example, the Dean of Turaif CC assured the importance of
these notions stating “of course, (they are) the basic foundation of our
system. But for them, our business couldn’t go as pre-stipulated in our
drawn plan”.

In a similar vein, interviewed FM expressed similar opinions. For
example, a participant FM from Tabouk CC spoke about their adopted
mechanism for developing learning resources in consultation with
Students saying that they are often developed based on the survey
questionnaires targeting both Students and FM with the aim of
evaluating current learning resources as well as the necessity to update
or provide other new resources. Also, he stated that his CC conducts
biannual evaluations whose results are communicated to the
administration at the end of every academic year.

From another perspective, the interviewed FM from Huraimila CC
provided an opposing opinion stressing the fact that his CC lacks
consultation with Students and FM in this concern.

In addition, another FM from Abha CC emphasized the pivotal
significance of administration’s wide-scale support for both Students and
FM enabling them to make the utmost use of available learning tools and
techniques. The same could be said regarding Jazan CC and Riyadh CC as

mentioned by their representative FMs.

5.2.6.3 Sixth Standard Results Summary:
The standard-related items basically focus on CCs’ Learning
Resources. Overall, majority survey responses indicated Saudi CCs

mostly stress the pivotal significance of providing effective learning
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resources and consultation with FM and Students about the best

mechanisms for updating or providing other new required resources.

Saudi CCs enjoy effective learning resources as well as provide
Students and FM with accessible Internet-based international databases,
printing press houses and libraries at a high level exceeding 70%.
Furthermore, results revealed all CCs already have academic libraries
suffering from some shortcomings in recently published references and

scientific references provision.

Section IV: Supporting Infrastructure
5.2.7 Standard 7: Housing Facilities
Such standard includes only one question, namely:

5.2.7.1 My CC does not have suitable student housing
facilities.
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Figure 30: Suitability of CCs housing facilities

5.2.7.2 Seventh Standard Results Summary:

The standard-related items basically focus on CCs’ Facilities and
Equipment (Housing). Overall, majority survey responses (i.e. 74%)
indicated Saudi CCs mostly do not have suitable student housing
facilities. However, 22% of total sample provided opposite perspectives

and 4% were neutral.
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Saudi CCs mostly do not have suitable student housing facilities
although some other counterpart colleges in the KSA are affiliated to
universities that already provide students with required housing
services. A case in point here is that the Dean of Madinah CC regretted
that his CC and the entire university don’t provide housing services
“although they are necessary, especially for those students coming from
other areas”. It should be noted that some other counterpart colleges in
the KSA are affiliated to universities that already provide students with
required housing services. The case of Riyadh CC, according to its FM, is
much better as they have housing facility in the university and dedicated

transportation between the housing facility and their CC.

For premises and infrastructure supplies, interviewed FM and TM
expressed positive opinions showing that CCs’ premises generally enjoy
good conditions and are well-equipped with all or most required
supplies. However, they also showed that CCs’ premises are mostly
rented, old and lack educational design aspects.

A case in point here is Tabouk CC that already has a very excellent
infrastructure level, as highlighted by its COE-based accreditation in
premises, suppliers and safety quality dimensions. In a similar vein,
Skaka CC also underwent a similar unique position as highlighted by its
Dean who stated “we have high-quality labs, study halls and supporting
services”.

For safety and security issues, an interviewed TM from Onaiza CC
showed that his CC’s adopted safety procedures are monitored by the
Saudi General Directorate of Civil Defense.

Besides, a participant FM (i.e. Abha CC) stated that “we have a
safety and security unit at our CC whose employees have been trained on
relevant safety rules, guidelines and procedures”.

On the other side, another TM (i.e. Makkah CC) indicated his CC
has low-level safety due to sharp shortage in several supplies in a way

negatively affecting its safety level, the same opinion shared with the
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interviewed FM from Huraimila CC attributing the cause to the fact that

their CC occupies rented premises.

5.2.8 Standard 8: Financial Planning and Management

Such standard includes only one sub-question, namely:

5.2.8.1 My CC plans and manages its financial resources well
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Figure 31: CCs planning and management of their financial resources

5.2.8.2 Eighth Standard Results Summary:

The standard-related items basically focus on CCs’ Financial
Planning and Management. As a result, they are closely related to the
eighth standard of NCAAA’s eleven Standards.

54.5% of surveyed FM indicated Saudi CCs mostly plan and
manage their financial resources well. However, 31% of total sample
provided opposite perspectives and approximately 15% were neutral.

Besides, interviewed TM stated that their CCs’ budgets and
financial resources are currently audited by their affiliated-university
systems without any autonomy to the CC. As clearly stated by Madinah
CC Dean, “financial resources allocation is always the responsibility of
the university’s deputy, and CCs have nothing to do with them”.

However, Onaiza CC was an exception to such a rule as its

participant TM said “our CC receives financial support following the
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formulation of its strategic plan and quality standards. As a result, we
have adequate financial resources that are successfully managed”. The
Riyadh CC FM said: “Our CC has no problem in managing its financial
resources very well. Our CC is in an excellent position”.

Overall, Saudi CCs’ available financial resources are considered
sufficient to a good extent. However, CCs don’t have the potential for
allocation as deemed suitable for the fulfillment of their various needs.

As highlighted by Makkah CC TM, “our CC doesn’t have the
authority to develop its own resources, despite the availability of
adequate financial resources, due to the university’s imposed
constraints”.

However, the strongest criticism in such regard was expressed by
another FM from Tabouk CC who indicated his CC lacks adequate
financial resources for supporting its needs fulfillment, non-curricular

activities and active participation into local community service.

5.2.9 Standard 9: Employment Processes

This standard is composed of four sub-questions as follows:

5.2.9.1 My CC does not evaluate its FM annually
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Figure 32: CCs annual evaluation of their faculty members
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76.6% of total surveyed FM stated that their CCs Faculty
performance is evaluated annually by their CCs TM. However, 17.7% of
total sample provided opposite perspectives and another 5.7% were
neutral.

In a similar vein, interviewed TM emphasized the fact that their
CCs conduct their annual evaluations on their own in a serious neutral
manner by Academic Department Heads, Deans and students themselves
employing survey questionnaires as a tool at the end of each semester or
academic year.

Notably, the Deputy Dean of Jazan CC stated that FM’ annual
incentives are awarded according to the evaluation results.

However, the Deputy Dean of Makkah CC illustrated a noteworthy
remark stating that contracted FM (either Saudi- or Non-Saudi nationals)
are evaluated. However, permanent Saudi FM are exempt from annual
performance evaluation and even if applied it has no effects on them.
What he said is the real application in all higher education institutions
and even all the governmental sector.

Furthermore, participant FM agreed to their counterpart TM’
comments. Notably, the participant FM of Tabouk CC provided a detailed

description of such situation emphasizing that

“Academic Department Heads evaluate our FM and the entire results are
ratified by the CC Dean. Afterwards, concluded weaknesses are discussed with
concerned FM to promote their future modification or avoidance. In a similar
way, Academic Department Heads are also evaluated and accountable to the

CC’s Dean’.

The participant from Riyadh CC provided similar details, however
they in addition, get their students to evaluate all FM they dealt with in

the course otherwise they will not get their exam results.
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5.29.2 My CC performs an annual evaluation for its
administrative staff.
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Figure 33: CCs annual evaluation of their administrative staff

From the above figure it is concluded that 70% of surveyed FM
stated that their CCs perform annual evaluations for their administrative
staff. However, 18% of total sample provided opposite perspectives and
another 12% were neutral.

Overall, interviewed TM and FM emphasized the fact that their
CCs adopt similar mechanisms and procedures to those use in their FM’
annual evaluations.

More precisely, results revealed that CCs’ administrative staff
members are usually evaluated by their affiliated organizational units,
administrations and divisions at the CCs level. Afterwards, such

evaluations are ratified by the CC Dean.
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5.2.9.3 My CC does not make any efforts to attract highly
qualified FM and administrative staff.
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Figure 34: CCs efforts for attracting highly qualified faculty and administration staff

Through questionnaires 64% of total surveyed FM clarified that
their CCs make efforts to attract highly qualified FM and administrative
staff. However, 26% of total sample provided opposite perspectives and
another 10% were neutral.

Notably, interviewed TM and FM members showed consensus on
the fact that Saudi CCs don’t have the necessary authorities to recruit FM
and administrative staff. Instead, recruitment is assigned to their
universities’ recruitment committees. As a result, CCs’ Councils merely
approve their required FM and administrative staff needs as initially
determined by concerned academic department councils.

A case in point here is that the Deputy Dean of Onaiza CC
mentioned that the university allows their CC the required authority to
select FM and administrative staff against the backdrop of its high
employment demand attributed to its unique geographical location in
AL-Qasim Province, north of Riyadh, the capital city of the Kingdom of
Saudi Arabia.

Following recruitment, CCs make several efforts to retain

distinguished FM and administrative staff via financial incentives. On

153



Nottiqgham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

contrary, the Tabouk CC interviewed FM stated that the most pivotal
factors influencing FM and administrative staff retention decisions are
“quality of selection, organizational atmosphere quality and professional

development programmes”.

5.2.9.4 My CC administrative leaders do not solve problems
encountered by its FM or administrative staff.
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Figure 35: CCs administrative leaders efforts in solving problems encountered by its FM or
administrative staff

70% of total surveyed FM stated that their CCs administrative
leaders adequately seek to solve problems encountered by their FM or
administrative staff. However, 21% of total sample provided opposite
perspectives and another 9% were neutral.

Notably, interviewed TM and FM indicated that problems rarely
occur in practice. Also, they showed that their CCs’ administrations adopt
clear guidelines precisely identifying job descriptions for each individual
FM or administrative staff; thus reducing the possibility of problems
occurrence as a preventive procedure.

Noteworthy, participants stated that in case of encountering any
problems, academic departments, administration friendly intervene for
their immediate solution. However, if such efforts failed, CCs apply

standard procedures for problems investigation and solution in a
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systematic disciplinary manner. Sometimes, problems are submitted for
the university’s administration if found difficult for solution by

concerned CCs.

5.2.9.5 Ninth Standard Results Summary:

The standard-related items basically focus on CCs’ Employment
Processes. As a result, they are closely related to the ninth standard of
NCAAA’s eleven Standards.

Overall, majority survey responses provided evidences proving
that Saudi CCs mostly adopts efficient employment processes based on
FM and administrative staff members’ annual performance evaluation,
recruitment and retention efforts as well as problems prevention and
effective solution, if any.

In addition, participants also showed that their CCs carry out such
activities in a very adequate manner. However, they suffer from limited
recruitment potentials owing to the central-level approved recruitment
and employment processes by specialized university committees. As a
result, CCs’ only role focuses on clarifying needs and required

qualifications for either recruited or appointed staff.

Section V: Community Contributions
5.2.10 Standard 10: Research

This standard is composed of three sub-questions as follows:
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5.2.10.1 My CC does not have very effective research policies to
support researchers.
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Figure 36: Effectiveness of CCs research policies

From the above figure, 56% of surveyed FM stated that their CCs
have very effective research policies to support researchers. However,
29% of total sample provided opposite perspectives and approximately
15% were neutral.

Notably, interviewed TM and FM reached a consensus that their
CCs lack independent research policies at the same time most provided
support and research priorities identification is centrally managed by
universities via their Scientific Research Deanships that always identify
priorities and provide necessary support. Then, researchers belonging to
the FM participate in implementing such initiatives. Besides, CCs may
sometimes suggest some research priorities, as highlighted by the Dean
of Madinah CC.

In a similar vein, some participants downplayed the significance
of scientific research for CCs, as stated by the Deputy Dean of Jazan CC
who said “CCs don’t usually focus on scientific research”, the same
perspective expressed by the participated FM from Abha CC who
emphasized that CCs don’t pay scientific research adequate interest

because they “merely award a diploma degree”. The participating FM
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from Jazan said that “there are quite few members who are quite active
and regularly publish their articles”. However, participants stated that
CCs already provide their students, of both genders, with research-based

study subjects.

5.2.10.2 My CC has a high participation rate in research for its
Faculty Members and Students.
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Figure 37: Faculty and students participation rate in research

According to the above figure, 45.6% of surveyed FM stated that
their CCs enjoy a high participation rate in research for their FM and
students. However, approximately 33% of total sample provided
opposite perspectives and approximately 21.5% were neutral.

Notably, interviewed TM and FM clarified that CC FM suffer from
a very low participation rate in research activities due to the dominant
notion stating that scientific research isn’t among CCs’ major focus areas.

However, overall results show that some CC FM do research, as
mentioned by the Deputy Dean of Makkah CC who stated that “FM
research participation depend upon their desire and upon their level of

activity even though such efforts are limited by nature”.
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Furthermore, the participating FM from Abha CC stated that the
main reason for declining research capacities is the fact that their CC
“lacks an adequate number of PhD holders”.

Noteworthy, a participating FM from Tabouk CC indicated that
the role of CCs in research towards it FM is represented by “announcing
of their own scientific research opportunities and priorities as well as
facilitating FM involvement into relevant research activities, in tandem
with their universalities’ research agenda”. The participating FM from
Riyadh CC pointed to an important aspect of research that could be of
CCs interest which the social researches for the CC local environment.

Otherwise research is not in the priority list of CCs.

5.2.10.3 In my CC, researchers lack the needed research

requirement.
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Figure 38: CCs provision of research requirement

Approximately 63% of total surveyed FM stated that their CCs
researchers receive needed research facilities. However, 21% of total
sample provided opposite perspectives and 16% were neutral.

Notably, interviewed TM and FM agreed that their CCs usually
adopt the same policies formulated by their university-based Scientific

Research Deanship in addition to encouraging researchers to participate
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and benefit from such policies. Also, they emphasized that these are, in
fact, all possible research facilities provided for CCs. As precisely
indicated by the Dean of Skaka CC, “we adopt the same university
research policy applied by our university’s Scientific Research
Deanship”.

However, participants showed that CCs sometimes carry out
some field studies in support of the fulfillment of their desired goals. In
addition, they clarified that the main reason for CCs’ lack of independent
research policies is the fact that their affiliated universities have a
central body, i.e. Scientific Research Deanships, assigned the
responsibility for relevant policy formulation and providing researchers
with all possible facilities. In a similar vein, the Deputy Dean of Jazan CC
clarified that the major rationale for his CC’s lack of research policy is the
dominant notion that “CCs don’t usually focus on scientific research” but
it rather focus on direct instruction.

Finally, results concluded that the main support policies and
research facilities provided by CCs are often restricted to encouraging
and supporting researchers to do research as well as make the full use of
various facilities and support provided by universities for researchers at
all their affiliated colleges. Notably, the Deputy Dean of Abha CC stated
that their research support and policies mainly focus on Students, not

FM.

5.2.10.4 Tenth Standard Results Summary:

The standard-related items basically focus on CCs’ Research from
an integrated perspective focusing on the provision of research policies
to support researchers, participation rate in research for FM and finally
the facilities provided to researchers.

Overall, majority survey responses and interviews highlighted the
fact that Saudi CCs mostly lack independent research policies at the same
time most provided support and research priorities identification is
centrally managed by universities via their Scientific Research Deanships
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that always identify priorities and provide necessary support. Then,
researchers participate in implementing such initiatives.

Besides, results showed that the major research role played by
CCs is to encourage and support researchers to do research as well as
make the full use of various facilities and support provided by
universities for researchers at all their affiliated colleges. Finally,
participant subjects expressed a strong consensus to the notion that

scientific research isn’t, in general, on CCs’ top priorities agenda.

This was supported by the literature as it was mentioned that CCs
in USA are being teaching-oriented, rather than research-oriented which
in turn made their tution fees lower than other HEI (Cohen & Brawer,
1987; Hilmer, 1998; Mykerezi et al, 2009; Marcotte, 2010; Teranishi et
al, 2011).

Noteworthy, the recently formulated (Draft) “Standards for
Quality Assurance and Accreditation of Community Colleges Established by
Universities” (NCAAA, 2012) and its associated “Self Evaluation Scales for
Community Colleges Established by Universities” (NCAAA, forthcoming)

excluded the Research standard considering it not applicable to CCs.

5.2.11 Standard 11: |Institutional Relationships with
Community

This standard is composed of two sub-questions as follows:
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5.2.11.1 My CC has a very clear policy for its relationships with

local community.
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Figure 39: CCs policies for relationship with local community

58% of total surveyed FM stated that their CCs have very clear

policies for their relationships with local community. However, 25% of

total sample provided opposite perspectives and 17% were neutral.

In the interviews TM and FM agreed that their CCs oftentimes lack

relationships with local community. If any, they aren’t formally written

policies or statements although they are clear and known. In addition,

results revealed that sometimes such policies are already formulated but

aren’t actually applied in effect; as the case in Abha CC. For Riyadh C(, it,

according to its participating FM, has these policies in its plan which is

applied by the Committee of Students and Social Activities in the CC.
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5.2.11.2 My CC does not have strong relationships and
communications with its local community.
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Figure 40: CCs relationships and communication with local community

It's concluded from the above figure that 62% of surveyed FM
stated that their CCs have strong relationships and communications with
their local community. However, 24% of total sample provided opposite
perspectives and 14% were neutral.

The interviewed TM and FM indicated that there’s always string
effective communication between both sides via adopting multiple
strategies such as: the training programmes provided by their CCs to
local community members as well as active participation into various
public events (Onaiza CC), communication and coordination by the
Graduates’ Follow-Up Unit (Madinah CC), local community-based
meetings, research studies and survey questionnaires (Skaka CC) and
meetings with employers at local labor market (Tabouk CC).

Notably, while the Dean of Turaif CC highlighted such strong
relationship saying “of course, we belong to a small town where we all
people know each other so both formal and civil society organizations
collaborate at local level”, the Deputy Dean of Abha CC stated that their

CC “lacks strong communication channels with local community”. The
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participating FM from Jazan CC clarified that they “invite local
businessmen and listen to their concerns regarding the quality of

education we provide”.
5.2.11.3 Eleventh Standard Results Summary:

The standard-related items basically focus on CCs’ Institutional
Relationships with Community. Saudi CCs mostly enjoy strong
relationships, communication and collaboration with local community.
However, results concluded that there’re no written policies or
statements; thus providing an indication on the actual presence of such
relations even though they aren’t institutional by nature. A case in point
here is what has been mentioned by Abha CC (female CC) TM that their

CC “lacks strong communication channels with local community”.
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5.2.12 Overall descriptive statistics of survey questions on
QASs

Descriptive Statistics

Q AS N | Mean Std. Mean of Best-

Deviation Means | Application
Q23158 6.33 1.234
Q24158 | 4.97 2.367
Mission, Goals & Objectives 5.47 1
Q25| 156 | 5.56 1.867
Q26 | 157 | 5.05 2.215
Q271157 | 541 1.942
Governance & Administration |Q28|153| 4.93 2.131 5.15 6
Q29(155] 5.11 1.936
Q30157 | 5.41 1.928
Q31]154 | 5.47 1.801
Q32154 | 5.53 1.661 5.29 5
Q333|152 | 4.94 2.091
Q34153 | 5.08 1.975
Q35[156| 5.44 1.786
Learning & Teaching Q36]155]| 5.39 1.856 5.42 3

Q37]155]| 5.43 1.809

Quality Assurance &

Improvement

Student Administration & Support | Q38 | 156 | 4.56 2.001

4.74 9
Services Q39156 | 4.92 1.976
Q40| 157 | 5.08 1.925
Learning Resources 5.09 7
Q41]156| 5.10 2.101
Facilities & Equipment Q42159 5.43 2.332 5.43 2
Financial Planning &
Q43| 156 | 4.56 2.104 4.56 11

Management

Q44158 | 5.60 2.053
Q451156 | 5.42 1.974
Employment Processes 5.34 4
Q46 | 155 | 5.08 2.216
Q471159 5.28 2.000
Q481157 | 4.59 2.228
Research Q49158 4.35 1.929 4.67 10
Q50155 5.07 1.984
Institutional Relationships with | Q51158 | 4.82 2.080

Community Q52158 | 5.01 2.047
Table 19: Overall descriptive statistics of the questions 23-52

4.915 8

In conclusion, it can be concluded from the above table that most

survey respondents FM indicated that the overall score for Saudi CCs’
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implementation of NCAAA’s standards is 5.09 of a total of 7.00 (i.e.
73%). Notably, the Mission, Goals and Objectives standard came first at
the standards top list in practical implementation, followed by both
Facilities and Equipment (Housing) and Learning and Teaching which
came second and third respectively with a 4.56-5.47 average range of the
total 7.00 (i.e. in the 65-78% statistical scores range). These figures will

be used to establish the relationship between QAS and service quality.

5.3 Factor Analysis of Quality Assurance Standards of the Saudi
NCAAA

This section explores the relationship between QASs and
SERVQUAL performance. The factor analysis is used in this research to
reduce the number of QAS and to group them into smaller number of
factors according to their concepts and according to their influence on

the dimensions of service quality.

The factor analysis was applied on the 11 QAS from only the
Faculty questionnaires. As they are responsible for applying them
according to the NCAAA. The Students are not able to provide any
answer and the Top Managers general responses were obtained via

interviews.

The concept of a Factor refers to a cluster of variables, which
show strong correlations with each other, and appear to go together
(Bryman & Cramer, 2009). Factor analysis is a statistical technique for
identifying such factors based on the analysis of the correlation matrix. It
helps to assess the extent to which items under study are having the
same concept (Bryman & Cramer, 2009), it also helps to reduce the large
number of items to a small set of items or to a smaller number of factors
if there are many, which can reduce the level of complexity of behavior in

social studies (Bryman & Cramer, 2009).

As the results are not determined to fit a certain model, the

exploratory factor analysis was chosen. It was used to determine the

165



Nottiqgham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

relationships underlying the variables understudy (i.e. the QAS) (Bryman
& Cramer, 2009; Norris & Lecavalier, 2009).

For that reason factor analysis was used in this research to reduce
the number of QAS and to group them into smaller number of factors
according to their concepts. This has resulted into three factors that will

be shown in table (26) in this chapter.

First, the following table show the number of faculty members
from each CC in the sample group who responded to the questions (23-
52) in the Faculty questionnaires. Those questions have covered the

eleven Quality Assurance Standards (QAS) of the Saudi NCAAA:

Between-Subjects Factors

Value Label N
1 Onaiza CC 12
2 Abha Female CC 22
3 Skaka CC 3
4 Turaif CC 15
CCs 5 Huraimila CC 6
6 Tabouk CC 17
7 Riyadh CC 12
8 Makkah CC 11
9 Madinah CC 27
10 Jazan CC 4
total 129

Table 20: No. of respondents of faculty members in each of the ten CCs

The eleven QAS are analyzed according to the 30 questions

covering them, which are shown in the following table:

166



) g

Nottin_gham University
Business School

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

Quality Assurance Standards (QAS) Related Questions
(1) Mission, Goals and Objectives; b23, b24,b25 and b26
(2) Governance and Administration; 27,28 and 29

(3) Management of Quality Assurance; 30,31,32,33 and 34
(4) Learning and Teaching; 35,36 and 37

(5) Student Administration and Support Services; | 38 and 39

(6) Learning Resources; 40 and 41

(7) Facilities and Equipment (Housing); 42

(8) Financial Planning and Management; 43

(9) Employment Processes; 44, 45, 46, and 47
(10) Research; 48,49 and 50

(11) Relationships with the Community. 51 and 52

Table 21: QAS and its related questionnaire questions.

The distribution of these questions was built upon the points
raised by NCAAA in each of the QAS. Each point was covered by a

question.

5.3.1 The effects of CCs on QAS

MANOVA test for multi variations was used in order to measure
the groups’ differences (Novak, 1995). It is used for analyzing at least
two or more dependent variables integrated together (Bryman &
Cramer, 2009). MANOVA test was used to determine the effects of
independent variables (CCs) on dependant variables (QAS). Four tests
under MANOVA were used Pillai's Trace, Wilks' Lambda, Hotelling's
Trace and Roy's Largest Root. First, Pillai's Trace, which was used to see
if the sample came from “populations with the same mean
vector”(Manly, 2004, p.49) or not. Pillai's Trace is a test for multivariate
analysis to see if the means of the “groups differ significantly on a
discriminant function or characteristic root” (Bryman & Cramer, 2009,
p-360). Second, Wilks' Lambda which is used to test whether there are

“differences between the means of identified classes of subjects on a
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combination of dependent variables” (Wang et al, 2011, p.3004). Third,
Hotelling's Trace which is used to measure two variables or more for
two samples (Manly, 2004). And Fourth, Roy's Largest Root, which is
similar to Pillai's Trace (Bryman & Cramer, 2009) which was used also
for correlation significance testing (Nadler & Johnstone, 2011). The

results revealed highly significant statistical effects for CCs on QAS.

The QAS Means and Standard Deviations are shown in table (20)

in page 163.

The following table show the ten CCs and their cumulative means

of the eleven QAS

CCs Their Cumulative means of the 11 QAS
1 | Onaiza CC 4.91
2 Abha Female CC 5.22
3 | Skaka CC 4.98
4 Turaif CC 5.46
5 Huraimila CC 4.66
6 | Tabouk CC 5.38
7 Riyadh CC 5.64
8 | Makkah CC 3.17
9 Madinah CC 5.91
10 | Jazan CC 4.70

Total 5.16

Table 22: CCs and their cumulative means of the eleven QAS

It can be seen from the above table that the ten CCs excluding
Makkah CC are to some extent applying successfully all QAS as they
achieved, in general, higher than 3.50 which is the average score (as the
score used is 1-7). They achieved between 4.66 (in Huraimila CC) to
5.91(in Madinah CC).
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CCs Cumulative means of the 11 QAS
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Figure 41: CCs and their cumulative means of the eleven QAS.

5.3.2 Factor Analysis

According to what has been clarified above about factor analysis
and the role it plays, an initial factor analysis and a rotated factor
analysis were made. The results obtained show that QAS converged on
three common factors interpreting (69.92%) of total variances. This can

be seen in the following table:

Total Variance Explained
Component Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
Loadings Loadings
Total | % of |Cumulative | Total | % of |Cumulative | Total | % of |Cumulative
Variance % Variance % Variance %

1 5.401| 49.096 49.096 | 5.401 | 49.096 49.096 | 4.171| 37.920 37.920
2 1.232| 11.197 60.292|1.232| 11.197 60.292 (2401 | 21.826 59.746
3 1.060 9.634 69.926 | 1.060 9.634 69.9261.120| 10.180 69.926
4 746 6.781 76.707
5 561 5.103 81.810
6 494 4.494 86.303
7 415 3.777 90.080
8 .358 3.256 93.336
9 322 2.929 96.265
10 233 2122 98.387
11 177 1.613 100.000

Extraction Method: Principal Component Analysis.
Table 23: The exploratory factor analysis of QAS
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Rotated Component Matrixa

Component
QAS
1 2 3
1-Mission, Goals and Objectives .779 .205 -.134-
2- Governance and Administration .857 122 -.003-
3- Management of Quality Assurance .820 201 -.071-
4- Learning and Teaching .856 237 -.009-
5- Student Administration and Support Services .355 .647 237
6- Learning Resources .787 339 .104
7- Facilities and Equipment (Housing) -.083- -.037- .945
8- Financial Planning and Management 201 .668 .083
9- Employment Processes .658 424 -.062-
10- Research -.063- -775- 333
11- Relationships with the Community 443 .697 -127-

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 4 iterations.

Table 24: Rotated Component Matrixa

After rotation, each of those three factors include some of the QAS

which can be seen in the following:
Factor 1: (Standards: 1,2,3,4,6 and 9).
Factor 2: (Standards: 5,8,10 and 11).
Factor 3: (Standard: 7).

Factors QAS

(1) Mission, Goals and Objectives; (mis)

(2) Governance and Administration; (govern)

(3) Management of Quality Assurance; (mang)

(4) Learning and Teaching; (learning)

(6) Learning Resources; (learningr)

(9) Employment Processes; (employ)

(5) Student Administration and Support Services; (student)

(8) Financial Planning and Management; (finan)

(10) Research; (research)

(11) Relationships with the Community.( relation)

3 (7) Facilities and Equipment (Housing); (facil)

Table 25: QAS after factor analysis
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5.4 The correlation between Quality Assurance Standards and
the Five Dimensions of SERVQUAL
The Research Question 2B is about enhancing QM and service
quality in CCs in KSA to a standard comparable with international best
practice. Whilst HEI including CCs in KSA are applying QAS in order to
enhance QM in the local level, it is not clear as to the effectiveness of this
approach in raising service quality as perceived by the CCs’ customers
(Students). SERVQUAL represents an international tool for measuring
service quality, so that both service quality and QAS can be measured in
this research to investigate to what extent QAS influences service quality.
The main questions to be answered are: Do QASs correlate to
SERVQUAL? Can applying QAS successfully influence service quality as
expressed by SERVQUAL dimensions?

It has been hypothesized that QAS have a positive influence on
service quality i.e. applying QAS successfully will lead to a good service
quality, and vice versa, failing to apply QAS well will lead to quality gaps.
Service quality is represented by its five dimensions (Tangibility,

Reliability, Responsiveness, Assurance and Empathy).
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SERVQUAL dimensions
QAS
Tangibility|Reliability| Responsiveness|Assurance Empathy

(1) Mission, Goals and 0.508** 0.363** 0.420** 0.579%** 0.633**
Objectives;
(2 Governance and 0.511% | 0.499* 0.409%* 0.598** | 0.564%*
Administration
(S)Management of Quality 0.446** 0.374** 0.381** 0.534** 0.518**
Assurance;

: . 0.525** 0.510** 0.373** 0.621** | 0.574**
(4) Learning and Teaching;
(5) Student Administration 0.303** 0.268** 0.364** 0.504** | 0.380**
and Support Services;

: 0.523** 0.543** 0.457** 0.682** | 0.568**
(6) Learning Resources;
(7) Facilities and Equipment | _ 115 0.061 -0.153 -0.069 | -0.006
(Housing);
(8) Financial Planning and 0.378** 0.217%* 0.24.9%* 0.303** | 0.278**
Management;

0.462** 0.483** 0.477** 0.658** | 0.563**
(9) Employment Processes;
-0.172* -0.125 -0.241** -0.334** | -0.204*

(10) Research; (research)
(11) Relationships with the 0.393** 0.395** 0.374** 0.515%* | 0.482**

Community (relation)

*Significance at (0.05). **Significance at (0.01).
Table 26: The correlation between QAS and SERVQUAL

One of the most common correlation measures is Pearson
(Bryman & Cramer, 2009), which has been applied to measure the
correlation between QAS and SERVQUAL dimensions.

It can be seen in the above table that all correlations are
positively significant except standards (7) Facilities and Equipment
(Housing); (facil), which was very week and has no statistical
significance, on the one hand, and (10) Research; (research), which was

negative and varied in its significance, on the other hand.
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According to the strength and direction that measure the
relationship between pairs of variables (Bryman & Cramer, 2009), Nine
out of Eleven QAS are significantly correlated to SERVQUAL dimensions.
This means that whenever those nine QAS increased, SERVQUAL
dimensions tend to increase.

The SERVQUAL dimensions are affected strongly by QAS.
Assurance came first and then Empathy, Tangibility, Reliability, and
Responsiveness respectively. Assurance being the first influenced by
QAS is logically accepted also as the QAS are directly pointed towards
Quality Assurance.

The following chart depicts the SERVQUAL dimensions and their
influence rate by QAS:
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Servqual dimensions and their affection by QAS

Figure 42: Influence of QAS on SERVQUAL.

For QAS, the standards mostly affecting SERVQUAL were (6)
Learning Resources, (9) Employment Processes and (4) Learning and
Teaching, followed by (2) Governance and Administration, (1) Mission,
Goals and Objectives, (3) Management of Quality Assurance, (11)
Relationships with the Community, (5) Student Administration and
Support Services, (8) Financial Planning and Management, (10)
Research and (7) Facilities and Equipment (Housing) respectively. As

can be seen in the following table:
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# Ranking QAS according to their influence on Average squared
SERVQUAL correlated coefficient
1 (6) Learning Resources; 0.313
2 (9) Employment Processes; 0.285
3 (4) Learning and Teaching; 0.278
4 (2) Governance and Administration; 0.271
5 (1) Mission, Goals and Objectives; 0.260
6 (3) Management of Quality Assurance; 0.207
7 (11) Relationships with the Community. 0.190
8 (5) Student Administration and Support Services; 0.139
9 (8) Financial Planning and Management; 0.084
10 | (10) Research; 0.051
11 | (7) Facilities and Equipment (Housing); 0.009

Table 27: Ranking QAS according to their influence on SERVQUAL

The highest effect between QAS and SERVQUAL was the effect of

(6) Learning Resources (from QAS) on Assurance (from SERVQUAL),
while the lowest (out of the nine QAS) was between (8) Financial

Planning and Management (from QAS) and Reliability (from SERVQUAL).

As a result, it could be said that all the SERVQUAL dimensions are

related to QAS. It could be said also generally that applying QAS
successfully will lead to applying SERVQUAL dimensions successfully,
which in turn will reduce or eliminate quality gaps and guarantee good
service. This indicates that there are correlations between Quality

Assurance Standards and the five Dimensions of SERVQUAL.

However, it should be born in mind that some dimensions are less

affected than others by QAS, which can be seen in the two dimensions
having the larger gaps, Tangibility and Reliability as they were the third
and the fourth of the five dimensions affected by QAS as shown in figure
(42). This will be clarified later.

The results in the above came in line with the results on Table

(26) as the first six standards form the first of the three factors resulted
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after factor analysis. The results validate the factor analysis output and
show that the first factor (after factor analysis) include all the standards

highly influencing SERVQUAL.

More accurately, it could be said that Standard (6) Learning
Resources has the highest influence on SERVQUAL dimensions, which in
turn calls for more concentration and focus on that Standard especially.
The more this standard is improved the more service quality will
improve. Standards (9) Employment Processes, (4) Learning and
Teaching, (2) Governance and Administration and (1) Mission, Goals and
Objectives, came respectively after standard (6). Standards (3)
Management of Quality Assurance and (11) Relationships with the
Community came secondly, (5) Student Administration and Support
Services, and (8) Financial Planning and Management came third while
(7) Facilities and Equipment (Housing) and (10) Research are the least
standards influencing SERVQUAL dimensions.

The correlation between the standard Research, (that came in the
least QAS influencing SERVQUAL dimensions), and SERVQUAL
Dimensions is very weak which is also in line with what has been
mentioned in the chapter of Quality Assurance Results on the analysis of
questions (48, 49 and 50) where the quantitative and qualitative results
revealed that Saudi CCs mostly lack independent research policies and
that research is centrally managed by the universities that each CC is
affiliated to. In addition, those results revealed also that scientific
research isn’t, in general, on CCs’ top priorities agenda as they are

instruction oriented colleges.

Standard (7) Facilities and Equipment (Housing) and its weak

correlation to SERVQUAL Dimensions remains unclear.

Finally, it can be concluded that the hypothesis that QAS have a

positive influence on service quality was partly proven to be correct.
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5.4.1 A comparative analysis between Makkah CC and Madinah
CC for understanding reasons for low performance in
quality management

The RBV theory, which will be clarified in the next chapter, can
provide an explanation of the differences between firms or organizations
performance in the same discipline. It is the resources and the
capabilities in utilizing them. In this comparative analysis the ten CCs have
the same working environment, deal with nearly the same situation and
follow the same procedures and regulations. So what did make Madinah
CC performs, according to all the instruments used and the results
obtained in this research, better than Makkah CC and all the other CCs?
And what did make Makkah CC performance worst than the others?

Results clarified in table 23 and figure 41 along with the other
results in this research are pointing to high and low performing CCs. It is
intended in this section to explore the differences by comparing two of
the sample CCs. The high performance represented by Madinah CC and
the low performance represented by Makkah CC. All the aspects of their
performance from questionnaires and interviews in this thesis have been
revisited. The comparison will be on the results they obtained in both

service quality and QAS from the Faculty and Students perspectives.
54.1.1 Comparing the two CCs from the Service Quality aspect

It is intended to use the perception of both faculty and students in
this comparison because having more perceptions make the findings

obtained more reliable.

Makkah CC -according to faculty members- has the worst
performance out of the ten CCs by having four gaps two of them are large
while all the other CCs don’t have more than three gaps. Makkah CC has
the worst situation of the ten CCs because of the two large gaps it has in
Tangibility and Reliability, although it has experiences better than
expectations in Responsiveness. From the students point of view Makkah

CC situation is even worse as it has gaps in all the five dimensions four of

176



Nottiqgham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

them are large gaps. It could be said that Makkah CC has got the worst
performance of the ten CCs in service quality as it obtained the last
ranking in both Faculty and Students perception. From the above, it can
be seen that Makkah CC scores in tables (23 and figure 41) was in line

with its other results in service quality and QAS result chapters.

On the other side, Madinah CC -according to faculty members-
has three gaps none of them is a large gap. At the same time, it has
experiences better than expectations in two dimensions Assurance and
Empathy. From the students’ point of view, Madinah CC performance is
lower than from the faculty point of view; however, it has three gaps one
of them is a large one (e.g. Reliability). Moreover, it has experiences
better than expectations in Empathy. It could be said, according to the
result it obtained in comparison to the other ten CCs, that Madinah CC
has got the best performance in all the ten CCs in the two perceptions of
both faculty and students as it has obtained the second CC in the two
rankings.

The following two graphs show the comparisons between

Makkah CC and Madinah CC from both Faculty and Students perceptions:

35

30 -

25 H

204 —8®H— — 1 —

15 B Makkah CC Means
10 - Madinah CC Means
5 L4

tanl

Figure 43: Makkah CC and Madinah CC means on service quality from Faculty
perception

(1) expectations (2) experiences
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It can be seen in The above table that the difference between
dimensionl (expectations and dimension 2 (experiences) points to the
size of the gap or the achievement between expectations and
experiences. For example, the gap in Tangibility (tan1 and tan2) is larger
in Makkah CC than the gap of Madinah CC. It can be noticed also that all
the expectations of Makkah CC Faculty are lower than those of Madinah
CC. This might reflect the level of confidence the Faculty of Makkah CC
have in their CC. From the RBV perception, this might also show that
there is a difference between the two CCs in the resources they have. i.e.
Faculty. Since Makkah CC Faculty are less inspired than those of Madinah
CC. It could be said also that Makkah CC Faculty seem to be not expecting
their CC, according to what they know about its current status, to achieve
what the other well performing CCs achieve, so their expectations came

less than the expectations of the faculty of a well performing CC.
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Figure 44: Makkah CC and Madinah CC means on service quality from Students
perception

Like the previous figure, Madinah CC performance is higher than
Makkah CC in all the five dimensions. The difference here is in the
students’ aspirations (expectations)as they were higher in Makkah CC
than Madinah CC and all the ten CCs. See table (37) in Appendix 3. The
reason behind that is not clear; however, it might reflect the

dissatisfaction of what students experienced in reality in their CC. Still,
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however, students are expecting more from their CC as they might see no
excuse for having lower service quality than students of the other CCs
and colleges. While the lower expectations in the case of Makkah CC
Faculty might be because they are the ones who deliver educational
services to students and know the real status of their CC and its ability of
achievement.
Looking only at experiences, Makkah CC is performing better than
Madinah in Tangibility and nearly the same in the other four dimensions.
Although its lower than Madinah CC, however, the difference is not that
large. But when comparing expectations to experiences the gaps appear
clearly. This is not the case in Faculty perception where the difference in
performance between the two CCs was very clear.

* The full details for the ten CCs can be found in the Appendix 2:
Tables 28, 37 and Figure 40.

5.4.1.2 Comparing the two CCs from the QAS aspect
It should be noted that all the following ideas regarding Makkah
CC and Madinah CC performance are coming from the QAS analysis and

interviews data of Faculty only.

From the perception of Faculty regarding QAS application,
Makkah CC is below the average. It has achieved 3.37 while the average
is 3.50 and the cumulative means of all the ten CCs was 5.1. This is not
the case in Madinah CC as it achieved 5.96 which is above 5.1 the

cumulative means of all the ten CCs.

Makkah CC scores ranged between 1.29 to 6.79. It has very
crucial problems in the standards (4, 2, 6, 11,1, 9, 8, and 3) respectively.
Having 8 out of 11 below the average shows how low is Makkah CC
performance in QAS. The interesting thing to be noted here also is the
high score of the Standard 7 (Facilities and Equipment (Housing)) that
Makkah CC scored, as it has scored the highest score in all the ten CCs by
achieving 6.79 out of 7. On the other side, Madinah CC scores ranged
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between 3.97 to 6.72, and ten out of the eleven are above 5.38 with no
standard below the average. This can be seen in detail in Appendix 1: CCs
scores on QAS. This show how well Madinah CC is performing and how
well it is balancing its focus in all the QAS. This can be seen in the

following figure (41).

The following table show in detail the cumulative means of the
QAS for the whole sample with more details for Makkah and Madinah
CCs:

Standards CCs Cumulative Makkah CC Madinah CC
Means Means Means

(D Mission,  Goals  and

5.47 2.89 6.72
Objectives;
(2) Governance and

5.15 2.00 6.33
Administration;
(3) Management of Quality

5.28 3.38 5.61
Assurance;
(4) Learning and Teaching; 5.42 1.76 6.40
(5) Student Administration and

4.74 3.96 6.16
Support Services;
(6) Learning Resources; 5.09 2.53 6.34
(7) Facilities and Equipment

5.43 6.79 6.31
(Housing);
(8) Financial Planning and

4.56 3.00 5.38
Management;
(9) Employment Processes; 5.34 2.92 6.30
(10) Research; 4.67 5.33 3.97
(11) Relationships with the

491 2.55 6.03
Community.

5.10 3.37 5.96

Table 28: Cumulative means of the QAS for the whole sample with more details for Makkah CC
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The comparison between the two CCs can be depicted in the
following figure that shows the mean values of all the ten CCs as well as

those specific to Makkah CC and Madinah CC:

Ten CCs Cumulative Means
The Quality Assurance Standards
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Figure 45: The ten CCs, Makkah CC and Madinah CC means on QAS

The above table shows clearly the difference in performance
between the two CCs. Makkah CC has three standards above the average
(the average is 3.5) 5, 10 and 7.

An explanation of Makkah CC’s poor performance can be derived
from interviews undertaken with Makkah CC Deputy and faculty
member. According to its Deputy, Makkah CC is the only CC of the ten

who have only goals without objectives in its plan. Its plan does not
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enjoy good relevance with its status quo as it was stated by its Deputy.
The mission statement of its plan is so ideal, which makes it difficult to
be implemented. Makkah CC governing body also has an average
effectiveness. Its exerted efforts in planning are inadequate. This was
clarified by its Deputy as he stated “the formulated mission statement is
relatively ideal so that it doesn’t enable implementers to accomplish via
applied goals and objectives”.

Makkah CC faculty members’ lack collaboration and their college
deanship is unable to provide them with suitable motivating incentives
and rewards to encourage them to do so. As clarified by Makkah CC
interviewed Faculty Member. It has not applied yet to the academic
accreditation rewarded by NCAAA although most other CCs have. It lacks
effective mechanisms for decision making and autonomy. Its affiliated
university’s centralization in academic programmes and syllabuses
selection weakened its institutional development efforts. Makkah CC has
a low-level of safety in its building either in facilities or regulations, as it
lacks safety facilities and lack regulations for using them. Makkah CC
doesn’t have the authority to “develop its own resources, despite the
availability of adequate financial resources, due to the university’s
imposed constraints”; however, this is the case in most of the ten CCs,
and therefore is not likely to be a particular cause of the performance

deficit.

The three standards Makkah CC performed well are discussed in
the following:

Standard 5: Students Administration and Support Services:
As they are in the same city, and like the other university colleges,
Makkah CC enjoyed all its affiliated university facilities including
medical, social services and student extracurricular activities. This might
have helped Makkah CC to perform better than the other 8 standards as
this standard has not been left to its own resources and capabilities. The

Deputy of Makkah CC in the interview emphasized that they neither have
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independent decisions nor an independent budget for students’ support
services; however, they provide services for their students with the
cooperation of their affiliated university. In addition, they present very
good student extracurricular activities in their CC; however, as can be
seen in the last figure, this standard is hardly above the average.

Standard 7: Facilities and equipment (housing): While most of
the sample CCs have no housing facilities few of them including Makkah
CC has this service provided by its affiliated university. The Deputy
however, clarified that they don’t have their own housing; however, the
service can still be reached by students via the university’s housing
service.

It is worth mentioning that Makkah CC has a decent academic
building which is not the case in most of CCs in KSA. However, the Dean
of Makkah CC emphasized that they don’t have enough equipment in
their building. The highest score of Makkah CC in QAS was in Facilities
and Equipment (Housing), (6.79) which came the second in the best
applied QAS in the ten CCs (The Cumulative Mean score for all the ten
CCsis 5.1).

Although Makkah CC obtained the highest score in standard 7
Facilities and Equipment (Housing), however, it does not affect positively
the students’ satisfaction. It has been clarified that housing has little
correlation to service quality dimensions. Therefore, despite the highest
score it achieved from the faculty perception, Makkah CC has gaps in four
dimensions two of them are large ones from the Faculty’s perception and
gaps in all the five dimensions four of them are large gaps from the
Students perception. It might be said that the high score of that standard
was due to the housing or building services provided by the Makkah CC’s
affiliated university, while the other standards were left to Makkah CC
resources bearing in mind the lack of Faculty (as the main resources)

collaboration Makkah CC is suffering from as explained before.
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Standard 10: Research: The Deputy also clarified that Research
in the whole university and all of its colleges including Makkah CC is
managed centrally by the university. He stated that “faculty members’
research participation depends upon their desire and upon their level of
activity even though such efforts are limited by nature”.

However, unfortunately, this standard is not one of the QAS
standards influencing service quality as it was discussed in Chapter 6
that the QAS having a positive influence on service quality are the
standards 6, 9, 4, 2, 1 and 3.

The conclusion to be drawn from the above three standards is
related to RBV. It is resources and capabilities for utilizing them that play
the crucial role in Makkah CC performance. As all the three standards
that were above the average were the services provided centrally by the
university while the other standards provided by Makkah CC and its
resources were below the average.

The dissatisfaction raised by Makkah CC Students either by the
gaps in all the five dimensions of service quality or by their expectations
that were the highest among all the ten CCs students, see table (37) in
Appendix 3, which, as mentioned before, might reflect what Students
experienced in reality in their CC.

This shows the Makkah CC failure of achieving above the average
of QAS when they are under its control and left to its resources, which in
turn affected its performance in service quality by having gaps in all

dimensions.

Madinah CC enjoyed excellent performance in the first standard
(Mission, Goals, and Objectives), it has scored 6.72 out of 7. Although it
is still in the initial stages in QAS implementation that are largely
hindered by other basic problems such as lack of study halls, premises,
infrastructure, supplies, etc. As a result, such existing conditions
negatively affect quality and relevant standards application, due to the
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weak communication between NCAAA and its affiliated CCs; however,
and despite that, Madinah CC has, according to its Dean, embarked into
intensive communications with COE (the American-based Council on
Occupational Education) officials to obtain required academic
accreditation for their adopted standards. In monitoring and evaluating
students’ learning outcomes, Madinah CC is an exception from the other
ten CCs. This was expressed by the Dean of Madinah CC who emphasized
“we have an alumni unit communicating with graduates and their
employers”. In the social services side, Madinah CC is also an exception
of the ten CCs. It has a unique initiative in providing its students with
high-quality social services reaching the 90% level, as indicated by its
Dean who stated that the main reasons are that “we have specialized
units for student affairs, adequate supplies and high-level of students’
participation”. The same perspective repeatedly mentioned by its
interviewed FM members. In addition, the Dean of Madinah CC
mentioned that his CC conducts a yearly comprehensive evaluation for
the educational system depending on students’ feedback.

In a similar situation like Makkah CC, Madinah CC does not have
independent control of its financial resources as they are “always the
responsibility of the university’s deputy, and CCs have nothing to do with
them”. Although Research (standard 10), as mentioned previously, is not
on the top priority agenda of CCs, Madinah CC, as highlighted by its Dean,
takes care of research and has its own research priorities that get the
support for applying them from its affiliated university (as research is

managed centrally by the university).

Why do differences between the two CCs exist?

As was previously mentioned in this Chapter, it has been
hypothesized that the implementation of QAS has a positive influence on
service quality, i.e. applying QAS successfully will lead to a good service
quality and vice versa failing to apply QAS well will lead to quality gaps.
It was discussed in in that Chapter that QAS have a positive influence on
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service quality. This applies on the standards 6, 9, 4, 2, 1 and 3
respectively, as not all of the QAS influence SERVQUAL dimensions. More
precisely, it was mentioned in that Chapter that Standard (6) Learning
Resources (i.e. libraries, access to electronic and other references, IT
facilities, etc.) has the highest influence on SERVQUAL dimensions and
that Standard (7) Facilities and Equipment (Housing) has a weak

correlation to SERVQUAL Dimensions.

In the light of this, together with what has been discussed in this

comparative analysis, the following conclusion can be drawn:

Makkah CC’s low performance in service quality was affected by
its low performance on QAS. All of the standards affecting service quality
(6,9, 4, 2, 1 and 3 respectively) of Makkah CC were below the average.
Standard 6, that has the highest influence over service quality, was the
third lowest standard of the 11 in Makkah CC. As all the Standards (6, 9,
4, 2, 1 and 3 respectively), that have been proven to influence service
quality, were below the average in Makkah CC it is not surprising that
four out of the five service quality dimensions there have quality gaps
(from Faculty perception). The high performance of Makkah CC on
standard 7, has no effect on service quality as it was unfortunately
discussed in Chapter 6 to be of weak correlation to service quality. This
has resulted in Makkah CC having four gaps, two of which are large,

which show that it performed lower than all the other ten CCs.

On the other hand, Madinah CC’s performance on service quality
was better than that of Makkah CC. Although Madinah CC has three gaps
none of them are large, and may be easier to deal with in comparison to
Makkah CC and the other CCs sample. Moreover, Madinah CC has
experiences better than expectations in two dimensions, Assurance and
Empathy. The score it achieved in Standard 6 that has the highest
influence over service quality was exactly 5.09 out of 7. It could be said
that enhancing the performance of Madinah CC on that standard can help

in improving the whole performance, which can eliminate the gaps
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Madinah CC is having. This can be applied not only for Madinah CC but
for all CCs in KSA.

In conclusion, the final discussion provides other evidence to the
correlation between QAS and service quality and the influence that QAS
have over service quality dimensions. It has shown how the low
performing CCs can be analyzed and how to reduce performance gaps. It
provides also a way to look deeply into issues impacting both QAS and

service quality.

5.5 Chapter (5) Summary

In this chapter three separate analyses were conducted using
SPSS. The first analysis was for measuring service quality and its five
dimensions from the perspectives of students, faculty and top managers.
A general comparison between the ten CCs on the five dimensions of
service quality and other two comparisons between the ten CCs on the
five dimensions of service quality from the perspectives of both students
and faculty were conducted. This chapter also reviewed the gender

disparities in sample responses.

The second analysis was conducted measuring QAS application.
As both the QAS 30 questions of Faculty and the interviews of Top
Managers and Faculty were about QAS application in CCs in KSA, they
were analyzed together. It sort to find an explanation for different levels
of QAS achievement in different CCs. Finally, the data from both sets of
survey data was analysed to establish the correlation between specific

QASs and the Five Dimensions of SERVQUAL.

These two analyses were applied to answer two out of the four
research questions RQB1:(What is the current situation of QM and
service quality in CCs within the KSA?) and RQB2:(what are the
necessary requirements for enhancing QM and service quality in CCs

within the KSA, to a standard comparable with international best
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practice?). The answer of RQB1 was totally answered in this chapter,
while the answer of RQB2 has been partly answered and will be

completed by the end of chapters 6 and 7.

The next chapter is the discussion and conclusion of the whole
thesis. It will interpret results and findings, relate them to the research
aims and research questions, explain implications and make suggestions
for future research. It will discuss the RBV theory and its role in
clarifying the differences between firms (e.g. CCs) in the same field. It
will review the effectiveness of the research approach taken, discuss
briefly the current QM in CCs in KSA and the analysis and interpretation
of the quantitative and qualitative data obtained by the research
instruments. It will summarize the results of factor analysis and explain
the correlation between QAS and the five Dimensions of SERVQUAL.
Then it will present policy recommendations, limitations, areas for

future research and concludes with conclusion.
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Chapter 6: Discussion and recommendations:

This chapter presents the interpretation of results and findings,
relates them to the research aims and research questions, explains the
implications and makes specific recommendations in relation to
improving service quality in CCs. It present the role played by RBV in
differentiating between the performance of firms from the same
industry. i.e. differentiating between CCs performances in this research.

This chapter reviews the effectiveness of the research approach
used, revisits the research aims and questions, and provides an
interpretation of the quantitative and qualitative data obtained by the
research instruments. It summarizes the results of factor analysis and
explains the correlation between QAS and the five Dimensions of
SERVQUAL. Then it presents policy recommendations, limitations, areas

for future research, and draws conclusions.

The original aims of the research were to:

1. Investigate relevant research and requirements for a
successful application of service quality in HEI generally,
and in CCs specifically.

2. Identify current QM in Community Colleges (CCs) in the
Kingdom of Saudi Arabia (KSA) through empirical
measurement of service quality.

3. Analyse and compare the situation of CCs in KSA, to the
Quality Assurance Standards (QAS) of the Saudi National
Commission for Academic Accreditation & Assessment
(NCAAA), both nationally and internationally.

4. Understand the relationship between the achievement of
QAS and the perception of service quality.

5. Suggest policy recommendations, adapted to the Saudi
context, to apply and enhance QM and service quality in

CCs in the KSA.
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The following research questions sought to address these aims, and
were:

A. What are the requirements recommended by the existing literature
for:
1) measuring service quality
2) enhancing QM and service quality
in the HEI and CC sectors? How can they be applied and what are their
limitations?
B. What are the most appropriate policy recommendations for
enhancing service quality through effective QM in CCs within the
KSA according to the QAS of the Saudi NCAAA?
1) What is the current situation of QM and service quality in
CCs within the KSA?
2) What are the necessary requirements for enhancing QM
and service quality in CCs within the KSA, to a standard

comparable with international best practice?

In answer to the first question and its two sub-questions RQA1
and RQA2, secondary research took place to examine source material
already available in the public knowledge base. Drawing from relevant
literature it was found that the service quality via its tool SERVQUAL,
was the a good approach for measuring the performance of service
organizations including HEI after the needed adaptation and when used
with other quantitative or qualitative tools. It was found also that the
RBV theory can be usefully used for differentiating between the
performance of firms from the same industry. i.e. differentiating between
CCs performances in this research. A clarification of that theory will be

provided in the following.

6.1 Resource-based view RBV
In order to clarify the construct meaning, the meaning of firm

resources should be clarified first.
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What is meant by resources? As Wernerfelt (1984, p.172) stated
that a firm resource is any strengths or weaknesses of a firm. Resources
are any “tangible and intangible assets which are tied semi permanently
to the firm”, in which a firm will try its best to use in order to make the
firm gets the best possible return, which in turn leads the firm “directly
or indirectly” (See also: Mahoney & Pandian, 1990; Bryson et al, 2007)
to gain competitive advantage against other competitors (Heine &
Rindfleisch 2013; Perrigot & Pénard, 2013).

Resource based view (RBV) concentrate its focus on “value and
inimitability” (Hoopes et al, 2003, p.890) of resources. According to
Barney, (1991, p.206) "firm resources include all assets, capabilities,
organizational processes, firm attributes, information, knowledge, etc.
controlled by a firm that enable the firm to conceive of and implement
strategies that improve its efficiency and effectiveness”.

According also to Barney (1991) for resources to hold
competitive advantages they need to have four features: (1), they should
be valuable so the firm can take advantage of opportunities and/or avoid
threats in the firm’s context, (2) resources should be rare and not
available to other competitors, (3) inimitable, so it is just controlled by
the given firm only, and finally, (4) non-substitutable, so none of the
firm’s competitors can provide a substitute for that resource (Barney,
1991). See also: (Mahoney & Pandian, 1990; Heine & Rindfleisch, 2013).

Priem & Butler (2001) differentiated between the resources four
features suggested by Barney (1991) by stating that if the firm’s feature
is rare and valuable then the feature is a resource that can provide the
firm a competitive advantage. If the resource that gave the firm a
competitive advantage is difficult to imitate and is not able to be
substituted, then that resource can afford the firm sustainable
competitive advantage (Priem & Butler, 2001). Heine & Rindfleisch,
(2013) shared the same point of view of differentiating between the four

features of resources suggested by Barney (1991).
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According to that, it can be said that a firm is equivalent to a
collection or a set of resources that the firm owns (Das & Teng, 2000;
Perrigot & Pénard,2013). By the unique resources the firm have, its
competitive position can be determined (Rumelt, 2003).

RBV theory rises a main research question: “Why do firms in the
same industry vary systematically in performance over time?” (Hoopes
etal, 2003, p.889), (see also: Kraaijenbrink et al, 2010) and the answer
is resources and the capabilities for utilizing them (Heine & Rindfleisch,
2013).

RBV plays an important role by providing an explanation of the
performance differences between firms or organizations (Mahoney &
Pandian, 1990; Hoopes et al, 2003; Espino-Rodriguez & Padrén-Robaina,
2006) and the differences of competitive advantages of firms (Matthews
& Shulman, 2005).

Sirmon et al, (2007) emphasized that these resources have to be
managed successfully to create capabilities that in turn create and
maintain value for both customers and owners. See also: (Matthews &
Shulman, 2005; Henard & McFadyen, 2012). For a firm, creating value
starts by providing value to consumers. If the firm is providing better
value to its customers more than its competitors it gains a competitive
advantage, which in the long run will increase the firm owner’s profits
(Sirmon et al, 2007; Gronroos, 2007). As a result, it can be said that
“value creation occurs when a firm exceeds its competitors’ ability to
provide solutions to customers’ needs, while maintaining or improving
its profit margins” (Sirmon et al, 2007, p.273). See also: (Kleinschmidt et
al, 2007).

6.1.1 Criticism against RBV

Although RBV emphasizes that gaining competitive advantage for
a firm is linked to the possession and successful utilization of firm
resources (Mahoney & Pandian, 1990; Colbert, 2004; Henard &

McFadyen, 2012), it does not provide enough recommendations for
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‘regaining’ competitive advantage or to make a declining firm rise up
again (Heine & Rindfleisch, 2013).

Another criticism is that the RBV points to ‘what’ not ‘how’. It
rises the most important things that can make a firm possess and sustain
competitive advantage by its resources that is valuable, rare, inimitable
and non-substitutable and by exploiting capabilities “to take advantage
of specific markets’ opportunities”(Sirmon et al, 2007, p.273), which is
‘what’ but at the same time it does not show ‘how’ that can be achieved
(Sirmon et al, 2007; Colbert, 2004).

Cass and Voola (2011) disagree with the RBV perspective that
resources are the most important aspect for having a firm’s competitive
advantage. They rather emphasize that firm’s capabilities that give the
opportunity to better use resources.

Another criticism came from Mathew (2002). He emphasized that
although RBV is providing explanation of sustaining the firm current
competitive advantage but it does not clarify how this competitive
advantage can be created in the first place. All the theoretical efforts in
RBV were to understand how firms can extend their competitive
advantage instead of seeking to understand how firms created their
competitive advantage in the first place (Mathew, 2002, p.481). He
insisted that in reality and according to practice, resources are not totally
inimitable, nontransferable or durable. He clarified that if that was the
case, there would be no “diffusion of innovations, no high-technology
competition”. In fact firms are exploiting their resources for their own
return, in the beginning of a new market, and then “disseminate them for
further profit through licensing to third parties and technology transfer

to affiliates“(Mathew, 2002, p.481).

However, and despite the criticism it received, RBV plays an
important role by providing an explanation of the performance
differences between firms or organizations in a given sector. It is there

also to help firms determine their most important resources so it can
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improve them to reach a sustainable competitive advantages. All the
criticism it received has not eliminate these attributes that gave RBV its

importance.

6.1.2 RBV in the public sector

As many theories in management, resource based view was
initiated in the private sector in firms and companies. Can it be applied in
the public sector?

Public organizations are not profit organizations. Their existence
relates to the services they provide for public (Bryson et al, 2007) not
the profit they earn. Their existence depends on having the stakeholders
in their environments satisfied in accordance to the stakeholders’
standards. An important “key to success for public organizations is
identifying and building strategic capacities to produce the greatest
public value for key stakeholders at a reasonable cost” (Bryson et al,
2007, p.702). Without that, public organizations cannot justify their
existence and the public funds they consume (Matthews & Shulman,
2005). The RBV according to Bryson et al, (2007, p.702) is the
“dominant approach to strategy research and teaching in North America
and Europe — explicitly for the private sector and implicitly for the
public sector”. This approach presents a great opportunity for evaluating
and exploring capabilities in the public organizations (Gurtoo, 2009).
Like private sector firms, public organizations should have resources and
capabilities (Matthews & Shulman, 2005) and should manage them well
in order to achieve their missions successfully. Public organizations also
compete with other public organizations (Matthews & Shulman, 2005) in
order to get more governmental funds, to satisfy their stakeholders or to
justify generally their existence.

As RBV is providing an explanation of the performance
differences between firms in the private sector (Mahoney & Pandian,
1990; Hoopes et al., 2003), it can play the same role for organizations in

the public sector also (Matthews & Shulman, 2005). It could be said that
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“Managers in both public sector and private sector firms focus on
sustainable competitive advantage, using the resources and capabilities
of their organisation and their coordination and application” (Matthews

& Shulman, 2005, p.10).

6.1.3 RBVin Higher Education
Although the RBV was developed in the private sector or profit

firms, it can be also applied in the public sector generally and in higher
education specifically (Powers and McDougall, 2005). The resources
identified in firms in private sector can be found in the higher education
institutions (Lynch & Baines, 2004). The higher education environment
does also have competition between higher education institutions and
their peers (Powers and McDougall, 2005) nationally or internationally.
“Universities compete for research funds, star faculty, and for top-quality
students, at least among institutions seeking to advance their
reputations for excellence” (Powers & McDougall, 2005, p.295). The
national and international ranking plays the same role in enhancing
competition between higher education institutions in a market alike
environment (Powers & McDougall, 2005). The RBV theory can be
generalized to any other similar context as Mahoney and Pandian (1990,
p.26) clarified, the RBV provides “an illuminating generalizable theory of
the growth of the firm”.

This research is using RBV in order to provide an explanation of
the differences of performances among organizations in the higher
education (e.g. CCs). It was used to understand the differences of
between the low performing and the high performing CCs in this study.
As long as those organizations are meeting the criteria of RBV as they
have resources capabilities and management in a competitive
environment. From this aspect all the criticism mentioned above is out of

what this research is using the RBV for.
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The second question and its two sub-questions (RQB1 and RQB2)
were answered by the primary research conducted to establish service
quality and QAS through surveys, and analysis on these and in relation to
their relationship to each other. The former data was obtained through
questionnaires to the main three categories of CCs, Students, Faculty and
Top Managers, to measure their perception of service quality, using the
service quality instrument SERVQUAL. The latter through questionnaires
and interviews of Faculty Staff and Top Managers

Quantitative and qualitative analyses were undertaken to
understand the current situation of QM (in relation to QAS) and service
quality in CCs within the KSA, and to identify how QAS can influence
service quality. The findings from this and the policy recommendations

derived from them are discussed and presented in this chapter.

6.2 Reviewing the effectiveness of the research approach taken

This research has obtained its primary data by applying a mixed-
methods research approach: both quantitative and qualitative, to
derive the benefits of using both methods to answer the research
questions. These two methods were used to provide more valid and
reliable results, and to avoid the weaknesses of each method and its
tools.

The main quantitative tool used was SERVQUAL designed by
Pararsuraman et al, (1988). It measures the five dimensions of service
quality: Tangibility, Reliability, Assurance, Responsiveness and Empathy.
The meaning of these dimensions in HE and according to Parasuraman et
al, (1988) is as follows:

Tangibility is about equipment, physical facilities and personal
appearance of staff (faculty).
Reliability is about the level of dependency, commitment, problem

solving, sympathetic and reassuring approach, and record keeping.
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Assurance is about trust between students and staff/faculty,
staff/faculty politeness, and staff/faculty’s adequate support and
ongoing development to enable them to do their job well.
Responsiveness is about accuracy of services’ timing, prompt services,
willingness to help students and deducting enough time for students’
services.

Empathy is about paying students individual attention, knowing
students’ needs, CCs having their students’ best interests at heart and

convenient working hours.

Using SERVQUAL made it possible to measure and identify service
quality gaps in CCs in KSA, which partly addresses the research question,
RQB1: What is the current situation of QM and service quality in CCs
within the KSA?

SERVQUAL has been criticized for a range of limitations
(discussed in the literature review chapter). One important limitation
identified in this research was that SERVQUAL on its own cannot provide
any precise understanding why service quality gaps exist, or how they
might be reduced, which made it difficult to adequately answer RQB2:
What are the necessary requirements for enhancing QM and service quality
in CCs within the KSA, to a standard comparable with international best
practice?

In order to address that, interviews were also undertaken to
obtain richer qualitative data on the situations of CCs, to obtain data
from these surveys on implemented Quality Assurance Standards, to
analyse the influence of QASs on service quality. Additional data
collection and analysis took place, including the 30-question survey
directed at the faculty on QAS application in CCs in KSA, and semi-
structured interviews to obtain qualitative data on CCs. This also made it
possible to measure the relationship between QAS and perceived service
quality in CCs in KSA and to more fully appreciate contexts and policies

that might impact on performance.
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6.3 Findings about using SERVQUAL

Criticism facing SERVQUAL is that it only measures the purchase
intention, it only reflects the service delivery process, or it does not
cover all the required aspects of measuring conformation or
disconfirmation. Therefore, it is recommended that SERVQUAL should be
used together with another qualitative and/or quantitative tool. This

conforms also with the findings of Zafiropoulos & Vrana (2008).

In this research, the results obtained from SERVQUAL, the 30
quantitative questions on QAS, and qualitative interviews aligned with
one another. Having what can be considered another quantitative
instrument - the additional 30 questions on QAS for Faculty, interviews
for Top Managers and Faculty - as well as a qualitative instrument, led to
results compatible with the results obtained by SERVQUAL. This shows
that SERVQUAL is a good and reliable instrument for measuring the
service quality perception of customers and service deliverers in higher
education institutions, which conforms with the findings of Zafiropoulos
& Vrana (2008) and Atrek. & Bayraktaroglu, (2012).

At the same time, according to the results and findings obtained,
although SERVQUAL is a very useful instrument providing more precise
description about the service quality gaps, which can direct the
improvement efforts, it does not provide the full picture. That is, it does
not explain why gaps exist and how they can be bridged. It needs to be

supported by another qualitative/quantitative tool - or both.

This is the reason for using mixed methods in this research, as

explained in Chapter 3.

6.3.Results

6.3.1. Current QM in Community Colleges (CCs) in Kingdom
of Saudi Arabia (KSA)

Whilst other studies have targeted students and staff - faculty
members - (Zafiropoulos & Vrana, 2008) to measure the perspective of
both the service provider and customer (Czepiel, 1990); in this research,

unusually, SERVQUAL was applied to three sample groups: Students,
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Faculty and Top Managers, since they represent the main categories in
HEI. Students are customers, and Faculty and Top Managers are the
service providers. Faculty deliver the service, while Top Managers lead
the whole process and represent the decision-making group (Kennie, &
Woodfield, 2008).

The following lines show the results obtained by analysis
regarding the five dimensions of service quality - Tangibility, Reliability,
Assurance, Responsiveness and Empathy - designed by Pararsuraman et
al, (1988).

The analysis of the results from the three categories above shows
that Students’ experiences do not meet their expectations in four of the
five dimensions of service quality: Tangibility, Reliability, Assurance
and Empathy. Whilst only the Responsiveness met their expectations,
the other four dimensions have quality gaps that should be dealt with, if
CCs are to deliver good Service Quality.

Having four gaps out of five shows the degrees of weakness in the
quality of educational service provided in CCs in KSA, and indicates the
aspects or dimensions to be focused on, in developing the educational
service in CCs.

From another perspective, Faculty are also not satisfied with the
educational service provided in CCs in KSA, because three dimensions
out of five were lower than what they expected. These dimensions are:
Tangibility, Reliability and Assurance respectively. These three gaps
are the same as those from the Students’ perspective — with the addition
of Empathy in students’ results. This provides more evidence that the
students’ results are reliable, since they have the same results the faculty
have. Since Empathy is about CCs paying students individual attention,
knowing students’ needs, having their students’ best interests at heart,
and convenient working hours, the question might be asked: why did
students’ responses evidence a quality gap in this dimension, while

faculty didn’t?
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This question is answered in Chapter 4, but can be summarized
here by stating that the different perception of Empathy from students
and faculty may be due to the different angles take on Empathy. Faculty
focus on overall service delivery to the student body, while students
focus on customized services to individuals. Faculty look to what
provision exists, while students draw attention to what they lack. It
appears that Faculty do not appreciate this aspect of the service they
deliver, which calls for raising awareness about service quality
dimensions and their importance in enhancing the educational services
in HEL

Finally, it is the customer who should be satisfied overall, not the
service provider, if an organization wants to know they have good
service quality.

No gaps were found in the Top managers’ analysis, as evidenced
by the fact that the mean results of their expectations and experiences
are nearly the same. This might be due to the low expectations they have.
On the one hand, Top Managers are perhaps more aware of what is
possible for CCs to achieve and what is not, so they may not demand or
expect what they cannot get. In addition, they are responsible for
managing the delivery of the educational service in CCs to their
customers (i.e. students), so they may not want to criticize their
performance; however, according to their responses, to some extent they
seem to some extent not aware of the real problems Faculty and
Students are suffering from, that fact needs be taken into consideration
by stakeholders and researchers.

Students in the educational services represent customers who
should be satisfied by the service provided. The Faculty of CCs in KSA
share the same view as students, demonstrating three gaps out of the
four that students raised. In conclusion, CCs have four gaps in the
services they provide to their students, which are: Tangibility, Reliability,
Assurance and Empathy. In order to enhance their services, to be of good

quality, and to satisfy their students, faculty and stakeholders, CCs
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should bridge these quality gaps. How this might be achieved will be

detailed in the policy recommendations section.

Anderson (1995) mentioned in her findings that Responsiveness
and Reliability are the most important dimensions for students. Abili et
al, (2012) also found that Responsiveness is the most important
dimension, and that it had the largest gap from the students’ perception;
however, both studies found quality gaps in all five dimensions from the
students’ perception - a conclusion to which this research’s findings
mostly conform. Shekarchizadeh et al, (2011) also found that students
are not satisfied with the educational services provided to them.,
Together with Empathy, Tangibility was determined to be the most
important dimension of perceived quality in HE, as mentioned by Calvo-
Porral et al, (2013). From faculty perception, Zafiropoulos & Vrana
(2008) found gaps in all quality dimensions. This supports the validity
and reliability of this research’s findings, since these studies used similar
instruments and got similar results, while they were applied in different

times and places.

6.3.1.1. A comparison between the ten CCs

A comparison between all CCs from the prospective of Students

and Faculty is presented in the following lines.

Student:
It was discovered that all ten CCs have gaps in Tangibility:

equipment, physical facilities and personal appearance of staff (faculty),
and Reliability: the level of dependency, commitment, problem solving,
sympathetic and reassuring and records keeping.

Of these, Reliability has the worst performance of the five
dimensions, since it has gaps in all ten CCs, with six particularly large
gaps. Tangibility comes next, as it has gaps in the ten CCs, with three
large gaps.

Responsiveness has the best performance of the five dimensions

as five CCs out of ten have no gaps, and three of them have experiences
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better than expectations. Empathy comes next, since it has four CCs out
of ten with no gaps, and three of them have experiences better than

expectations.

Assurance is in the middle of the five dimensions, as it has one CC

out of ten with no gaps; however, three of the nine gaps are large ones.

Huraimila CC and Madinah CC topped the ranking, while Makkah

CC was the last in the students’ ranking of CCs in performance.

Faculty:

It can be seen from the data analysis that all the ten CCs have gaps
in Tangibility, Reliability and Assurance. Tangibility was the worst
performance, since it has gaps in all ten CCs, with two CCs having large
gaps. Reliability comes next, with gaps in all ten CCs, with two CCs
having large gaps; however, its gaps are smaller than those of Tangibility.
Assurance is the third worst dimension, as it has gaps in all ten CCs,
without any of them being large gaps.

Responsiveness has the best performance out of the five service
quality dimensions. Seven CCs out of ten have no gaps in
Responsiveness, and six of them evidence that experiences were better
than expectations. Empathy comes next, with five CCs out of ten having
no gaps, three of them with experiences proving better than
expectations.

According to faculty, Huraimila CC and Jazan CC have gaps in all of
the five dimensions, with one large gap for each of them. Makkah CC has
the worst situation of the ten CCs, because of the two large gaps it has in
Tangibility and Reliability, although it has experiences better than
expectations in Responsiveness.

6.3.1.2. Comparing Students and Faculty to each other

By comparing the results of the two categories: Students and
Faculty, it can be seen that the dimensions Tangibility, Reliability and

Assurance have gaps for both categories. The performance of the other
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two dimensions: Responsiveness and Empathy is better than the other
three.

Skaka CC and Madinah CC have the highest performance out of
the ten CCs. The biggest variation of results was in Huraimila CC, as it
varied from the rank of eighth in the Faculty table, to number one in the
Students’ table. Makkah CC has the worst performance of the ten CCs, as
it obtained the last ranking according to both categories. From the
students’ point of view, the situation at Makkah CC is even worse, as it
has gaps in all five dimensions - and four of them are large gaps. A
special, detailed comparative analysis of Makkah CC was presented in
the Results Chapter.

The consistency of results and findings across the whole sample
of CCs regarding gaps in service quality dimensions show that the
instruments used are reliable (Kimberlin, & Winterstein, 2008).

As can be seen in table 27, according to their scores, the QAS that
mostly affect Tangibility and Reliability are: Learning Resources;
Learning and Teaching; Governance and Administration; Employment
Processes and Mission; Goals and Objectives. Since these two dimensions
- Tangibility and Reliability - have the largest gaps in all the sample CCs,
the consistency of findings in each CC indicate that these standards are
applied weakly in CCs in KSA.

The differences in each individual CC’s results or ranking can be

attributed to the domestic issues of each CC.

6.3.2. A comparison of CCs measured against QAS

The Faculty Member (FM) survey questionnaire, questions 23-52
(30 questions), previously mentioned in detail in Chapter 4 were
designed in light of NCAAA’s (2011) eleven standards for QAS of HEI, and
were administered in addition to conducting qualitative interviews with
participant Top Managers (TM) and FM mentioned also in that chapter.
Based on the statistical results, the current status of Saudi CCs can be

summarized as follows. Overall results show that:
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First, Saudi CCs already have mission, goals and objectives that
are closely related to each other and appropriate to their current
situation in each individual college. In addition, results showed high
levels of effectiveness in FM participation in their preparation. For
example, one TM interviewed said of their strategic mission, goals and
objectives: “We took a long time for their preparation, taking into
consideration the experiences of our other counterpart Arab and foreign
colleges”.

On the other side, one TM interviewed (Makkah CC) stated:
“Although the correlation is evidenced, it may be relative. In other words,
the formulated mission statement is relatively ideal, so that it doesn’t
enable implementers to accomplish it via applied goals and objectives”.
They might be well prepared but are so much idealized that they are

almost impracticable.

Second, Saudi CCs already have active leadership teams,
preparing suitable strategic plans. However, there is some consensus
that they encounter obstacles to implementing these strategic plans in
reality, and in obtaining the desired results, due to several causes:

internal, external or both.

One interviewed TM considered such causes to be external in
nature, stating: “There’s a strong trend towards promoting the
application of strategic and operational planning processes in an
excellent manner; however, there is a plethora of obstacles for human

and financial resources”.

It could be said that they are not logically connected with their
context.

Third, Saudi CCs largely adopt quality mechanisms. They
document quality assurance guidelines for all key educational processes,
and always use documented indicators and/or benchmarks for internal
quality evaluation of educational performance (e.g. pass rates, course

assessment stats). They regularly use formal processes for identifying
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and solving quality problems in their educational provision (e.g. annual
course review) and evaluate their key educational performance
measures against external benchmarks. They are committed to
managing their academic projects according to quality standards and
are, finally, managing their projects well - but not in the scientific
meaning of the word.

Overall, results indicate a very good level of commitment to
quality standards in the formulation and preparation of quality systems
and procedures - but has lower levels of achievement in their practical
implementation. For example, the TM in Abha CC stated that the
“adherence level to quality in theory reaches a maximum 90%, as the
college provides training and outreach for all FM. At the same time, 50%
of the Deputy Dean’s efforts are dedicated only to quality. However, final
implementation on the ground doesn’t exceed 60%, at best, because of

negative cultural barriers”.

Fourth, Saudi CCs are largely applying the institutional
monitoring and development of learning processes (despite some
barriers). They adequately monitor and evaluate students’ learning
outcomes using available e-learning tools, and apply ongoing
development of their learning and teaching programmes (despite some

weaknesses in CCs’ infrastructure).

In addition, it can be concluded that Saudi CCs monitor and
evaluate students’ learning outcomes both during and after their study
period. However, they suffer from weakness in actual implementation on

the ground.

In terms of teaching development, results revealed that FM
receive internal and external development provided by their affiliated

CCs and universities.

Fifth, Saudi CCs mostly don’t provide medical services. Instead,

they usually adopt a referrals mechanism allowing students to receive
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required medical treatment at university hospitals, or at any public

hospital in various nearby towns or cities.

However, results showed that social services are provided by
Saudi CCs to an adequate degree. In addition, approximately two-thirds
of respondents stated that student services are effectively applied, either
those provided by the university’s central provision, or internally in their
affiliated CCs.

Notably, it is important here to mention that the majority of
participants indicated only the existence of student extracurricular
activities, without identifying the actual number of practicing students.
As a result, a certain activity may be running at a CC, but its actual
participant numbers could be very limited. This was noticed from the
researcher’s own experience and observations of Saudi CCs and other

counterpart educational institutions.

Sixth, Saudi CCs enjoy effective learning resources and provide
students and FM with accessible Internet-based international databases,
printing-press houses and libraries - at a high level, exceeding 70%.
Furthermore, results revealed that all CCs already have academic
libraries suffering from some shortcomings, in terms of a lack of recently

published reference materials and provision for scientific references.

Seventh, Saudi CCs mostly do not have suitable student housing
facilities, although some other counterpart colleges in the KSA are
affiliated to universities that provide students with necessary housing
services. A case in point here is that the Dean of Madinah CC regretted
that his CC and the entire university don’t provide housing services:
“although they are necessary, especially for those students coming from

other areas”.

For premises and infrastructure supplies, FM and TM interviewed
expressed positive opinions, showing that CCs’ premises generally enjoy

good conditions and are well-equipped with all or most required
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supplies. However, they also revealed that CCs’ premises are mostly

rented, old and lack educational design aspects.

Eighth, Saudi CCs’ available financial resources are considered
sufficient, to an extent. However, CCs don’t have the potential for budget
allocation to the levels deemed suitable for the fulfillment of their
various needs. As highlighted by a TM interviewed, “our CC doesn’t have
the authority to develop its own resources, despite the availability of
adequate financial resources, due to the university’s imposed

constraints”.

However, the strongest criticism in such regard was expressed by
another FM who indicated that his CC lacks adequate financial resources
for supporting the fulfillment of all its needs, non-curricular activities

and active participation in local community service.

Ninth, Saudi CCs mostly adopt efficient employment processes.
These include FM and administrative staff members’ annual
performance evaluation, recruitment, retention efforts, a preventative
approach to problems, and effective solution, if any problems should
occur. In addition, results showed that CCs carry out such activities in a
very adequate manner. However, they suffer from limited recruitment
potential, owing to the approved centralized recruitment and
employment processes which are provided by specialized university
committees. As a result, CCs’ only role focuses on clarifying needs and

qualifications required for either recruited or appointed staff.

Tenth, Saudi CCs generally lack independent research policies. At
the same time, most support provided and identification of research
priorities is centrally managed by universities, via their Scientific
Research Deanships. Besides, results show that the major research role
played by CCs is to encourage and support researchers to do their
research, and make full use of the various facilities and support provided
by universities for researchers at all their affiliated colleges. Finally,
participants expressed a strong consensus that scientific research isn'’t,

in general, on CCs’ agenda of top priorities. For example, the Deputy
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Dean of Jazan CC stated that “CCs don’t usually focus on scientific

research”.

This was supported by the literature, in which it was mentioned
that CCs in USA are teaching-oriented, rather than research-oriented,
which in turn made their tuition fees lower than other HEI (Cohen &
Brawer, 1987; Hilmer, 1998; Mykerezi et al, 2009; Marcotte, 2010;
Teranishi et al,, 2011).

Notably, the recently formulated (Draft) Standards for Quality
Assurance and Accreditation of Community Colleges established by
Universities (NCAAA, 2012, forthcoming) excluded the Research

standard, considering it not applicable to CCs.

Eleventh, Saudi CCs mostly enjoy strong relationships,
communication and collaboration with their local community; however,
results concluded that there are no written policies or statements
regarding participation with the community; thus providing an
indication of the informal status and presence of such relationships, even
though they aren’t institutional by nature. A case in point here is
something mentioned by an Abha CC (female CC) TM, that their CC “lacks

strong communication channels with the local community”.

It can be concluded from the results in Chapter 4, table 31, from
the majority of FM survey respondents, the overall score for Saudi CCs’
implementation of NCAAA'’s standards (QAS) is 5.09 out of a total of 7.00

(i.e. 73%) according to the means measured for all 30 questions.

Notably, the Mission, Goals and Objectives standard came first at
the top of the standards list in terms of practical implementation,
followed by both Facilities and Equipment (Housing) and Learning and
Teaching, which came second and third respectively, with a 4.56-5.47
average range of the total 7.00 (i.e. in the 65-78% statistical scores

range).
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It can be concluded also that although QAS are related to service
quality dimensions, as clarified in this chapter, they are not applied
efficiently. More development efforts are needed to apply QAS more
successfully, and efforts are also needed to enhance the service quality

and bridge the quality gaps.

6.3.3. Factor analysis of QAS

Factor analysis was used in this research to reduce the number of
QAS (11 standards) and to group them into a smaller number of factors
according to their concepts. This has resulted in three factors that were
shown in table (26) in Chapter 5, which will be clarified later in this
chapter.

The factor analysis was applied on the 11 QAS for the Faculty
questionnaires only, since Faculty are responsible for applying them,
according to the NCAAA. The students are not able to provide any
responses to these issues, and the top managers’ general responses were
obtained via interviews.

30 questions in the Faculty questionnaire were raised to cover
the 11 QAS standards. The distribution of these questions was built
upon points raised by NCAAA in each of the QAS. Each point was covered
by a question.

The factor analysis was very useful since it reduced the number of
QAS by grouping them into 3 factors and showed the most influential

QAS affecting service quality dimensions.

6.3.4. Variability in effectiveness of QAS in different CCs:

MANOVA test for multi variations was used in order to measure
the groups’ differences.

The ten CCs, excluding Makkah CC, are to some extent successfully
applying all QAS, as they achieved, in general, higher than 3.50 — which is
the average score (since the scoring range used is 1-7). They achieved
between 4.66 (in Huraimila CC) to 5.91(in Madinah CC).

Makkah CC is below the average. It achieved 3.17, while the
average is 3.50. Its scores ranged between 1.29 and 6.79. Makkah CC has
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very crucial problems in standards 4, 2, 6, 11,1, 9, 8, and 3respectively.
Having 8 out of 11 below the average shows how low is Makkah CC
performance in QAS. The interesting thing to be noted here is the high
score in Standard 7 - Facilities and Equipment (Housing) - that Makkah
CC scored by achieving 6.79 out of 7, since this is the highest score in all
ten CCs. Unfortunately, this standard was proven to be of weak influence
on CCs overall performance. This has been discussed in detail in section
(5.4.2.1).

6.3.5. The correlation between QAS and service quality as

measured by SERVQUAL

As mentioned in the literature review, Quality Standards are
related to service quality and, when effectively applied, play an
important role in obtaining and maintaining good service quality.

Research Question 2B is about enhancing QM and service quality
in CCs in KSA to a standard comparable with international best practice.
HEI (including CCs) in KSA are applying QAS in order to enhance QM at
the local level, whilst SERVQUAL is an international tool for measuring
service quality. Both service quality and QAS were measured in this
research, in order to investigate to what extent QAS are successfully
applied in CCs in KSA, and how good service quality is.

Other questions were generated: Do QAS correlate with
SERVQUAL? Can applying QAS successfully influence SERVQUAL?

It was mentioned that there is an assumption that Quality
Standards will lead to increased performance of service quality. It has
certainly been hypothesized that the implementation of QAS has a
positive influence on service quality. That is, applying QAS successfully
will lead to a good service quality, and vice versa: failing to apply QAS
well will lead to quality gaps. This link and its hypothesis were tested in
this research and its results will be clarified as follows.

Service quality is represented by its five dimensions (Tangibility,
Reliability, Responsiveness, Assurance and Empathy) called SERVQUAL,

as mentioned previously. One of the most common correlation measures
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is Pearson (Bryman & Cramer, 2009), which has been applied to
measure the correlation between QAS and SERVQUAL dimensions.

The results revealed that SERVQUAL dimensions are influenced
by QAS. Assurance came first, and then Empathy, Tangibility, Reliability,
and Responsiveness, respectively.

It is logically accepted that Assurance should be the first
influenced by QAS, as the QAS are directly pointed towards Quality
Assurance.

The following chart depicts the SERVQUAL dimensions and their
effect or influence rate by QAS:

0.3
0.25

0.2
0.15 -
0.1
0.05 -
0]

B Servqual Dimensions

ty

Tangibles

Reliabili

Assurance
Empathy

Responsiveness

Average squared correlated coefficient

Servqual dimensions and their affection by QAS

Figure (42): influence of QAS on SERVQUAL

For QAS, the standards that most affect SERVQUAL are ranked as
follows: (6) Learning Resources, (9) Employment Processes and (4)
Learning and Teaching, followed by (2) Governance and Administration,
(1) Mission, Goals and Objectives, (3) Management of Quality Assurance,
(11) Relationships with the Community, (5) Student Administration and
Support Services, (8) Financial Planning and Management, (10)
Research and (7) Facilities and Equipment (Housing) respectively.

The highest effect between QAS and SERVQUAL was the effect of
(6) Learning Resources (from QAS) on Assurance (from SERVQUAL),
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while the lowest correlation was between (8) Financial Planning and
Management (from QAS) and Reliability (from SERVQUAL).

The correlation between QAS and service quality was also proven
by the previously presented comparative analysis, conducted to make a
comparative analysis between the lowest performance CC - Makkah CC -
and the highest performance CC - Madinah CC - to understand reasons
for low performance in quality management. The comparative analysis
provided evidence of the correlation between the two, and showed the
influence that QAS have over service quality dimensions.

As a result, it could be said that all the SERVQUAL dimensions are
covered by QAS. Generally, applying QAS successfully will lead to
enhanced service quality, which in turn will reduce or eliminate quality
gaps and guarantee better service. This indicates that there are
correlations between QAS and the five Dimensions of SERVQUAL;
however, it should be borne in mind that some dimensions are less
affected than others by QAS. This can be seen in the two dimensions with
the larger gaps: Tangibility and Reliability, since they were the third and
the fourth of the five dimensions affected by QAS, as shown in figure 42.
This will be clarified later.

The results of the above came in line with the results (Table 26, in
chapter 5) of QAS after factor analysis. The first six standards formed the
first of the three factors which resulted after factor analysis. The results
validate the factor analysis output and show that the first factor (after
factor analysis) has the standards with the highest effects that influence
SERVQUAL.

More precisely, Standard (6) Learning Resources (i.e. libraries,
access to electronic and other references, IT facilities, etc.) has the
highest influence on SERVQUAL dimensions, which calls for more
concentration and focus on that Standard, especially. The more this
standard is improved, the more service quality will improve. The
importance of Learning Resources for students in Higher Education was

emphasized by Mai (2005), Douglas et al, (2006) and Coskun (2014).
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Standards (9) Employment Processes (attracting and retaining
qualified teaching staff (faculty), evaluating teaching and other staff), (4)
Learning and Teaching (Specified students learning outcomes, “Teaching
staff must be appropriately qualified and experienced for their particular
teaching responsibilities”, (NCAAA, 2009a)), (2) Governance and
Administration and (1) Mission, Goals and Objectives, came respectively
after standard (6).

Standards (3) Management of Quality Assurance and (11)
Relationships with the Community came secondly, (5) Student
Administration and Support Services, and (8) Financial Planning and
Management came third while (7) Facilities and Equipment (Housing)
and (10) Research are the least influential standards on SERVQUAL
dimensions.

The correlation between the standard Research, (in the least
influential QAS on SERVQUAL dimensions), and SERVQUAL Dimensions
is very weak, which is also in line with Chapter 5, on the analysis of
questions (48, 49 and 50), where the quantitative and qualitative results
revealed that Saudi CCs mostly lack independent research policies and
that research is centrally managed by the universities to which each CC
is affiliated. In addition, those results revealed that scientific research is
not, in general, on the agenda of CCs’ top priorities, because CCs are

instruction-oriented colleges.

Standard (7) Facilities and Equipment (Housing) and its weak
correlation to SERVQUAL Dimensions remains unclear. Douglas et al,
(2006) mentions that the physical aspects of facilities are not important
from the students’ perception, which can provide an explanation for its
weak correlation to SERVQUAL Dimensions. In the comparative analysis
presented previously, it was clarified that this standard has no effect on
students’ satisfaction. The highest score of that standard was obtained
by Makkah CC (6.79 out of 7) the CC evidencing the lowest satisfaction of
all the sample CCs. It has gaps in all of the five dimensions of service

quality - and four of them are large, from the students’ perspective.
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However, it can be concluded that the hypothesis that QAS have a
positive influence on service quality was partly proven to be correct.
This applies to standards 6, 9, 4, 2, 1 and 3, since not all of the QAS
influence SERVQUAL dimensions, as explained.

6.3.6. Identifying how best to address service quality gaps in

CCsin KSA

From the Students’ points of view, Tangibility (equipment,
physical facilities and personal appearance of staff i.e. faculty) and
Reliability (the level of dependency, commitment, problem solving,
sympathetic and reassuring and records keeping) are the first two gaps
out of four gaps in service quality in their CCs. These two dimensions
were also found to have quality gaps in all ten CCs (i.e. the whole

sample).

From the Faculty points of view, Tangibility and Reliability are
also the first two gaps out of three in service quality, in their CCs. These
two also were found to have quality gaps in all ten CCs (the whole
sample).

Anderson (1995) found in her study that Reliability had the
largest gap.

Figure (42), previously presented, shows that unfortunately,
Tangibility and Reliability are less affected by QAS - since they were the
third and fourth of the five dimensions most affected by QAS.

The following table shows each Dimension and its score in

accordance with the influence they derive from QAS:

SERVQUAL Dimensions
QAS
Tangibility|Reliability| Responsiveness|Assurance| Empathy

(1) Mission, Goals and 0.508** 0.363** 0.420%* 0.579** | 0.633**
Objectives
(2) Governance and 0.511% | 0.499% 0.409** 0.598** | 0.564%*
Administration

: 0.446** 0.374** 0.381** 0.534** | 0.518**
(3) Management of Quality
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Assurance
: . 0.525** 0.510** 0.373** 0.621** | 0.574**
(4) Learning and Teaching
(5) Student Administration 0.303** 0.268** 0.364** 0.504** | 0.380**
and Support Services
: 0.523** 0.543** 0.457** 0.682** | 0.568**
(6) Learning Resources
(7) Facilities and Equipment -0.115 0.061 -0.153 -0.069 | -0.006
(Housing)
(8) Financial Planning and 0.378** 0.217** 0.249%* 0.303** 0.278%**
Management
0.462** 0.483** 0.477** 0.658** | 0.563**
(9) Employment Processes
-0.172* -0.125 -0.241** -0.334** | -0.204*
(10) Research
(11) Relationships with the 0.393** 0.395%* 0.374%* 0.515** | 0.482**
Community

*Significance at (0.05). **Significance at (0.01).

Table 27: The correlation between QAS and SERVQUAL, has been shown in page 171.

From all of the above, it can be concluded that the two dimensions
- Tangibility and Reliability - are less affected by QAS, and have the
largest gaps in service quality in CCs in KSA. Improvement efforts in CCs
in KSA should be directed and focused on these two dimensions and the

QAS affecting them.

Despite that, table (27) shows that according to their scores,
Learning Resources, Learning and Teaching, Governance and
Administration, Employment Processes and Mission, Goals and
Objectives are the QAS most affecting Tangibility and Reliability. These
are the standards CCs should concentrate on to fill the two quality gaps

in Tangibility and Reliability.

Interestingly, the factor analysis linked all of these standards

together in one factor, which suggests that they are all interrelated.

Since Learning Resources and Learning and Teaching have the
highest impact on service quality dimensions, CCs should concentrate on

them and give them top priority on their implementation agenda.
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This conforms with the findings of Mai (2005), Douglas et al,
(2006), Petruzzellis et al.,, (2006), Gibson (2010) and Coskun (2014).

6.4. Policy Recommendations (PR)

Policy recommendations are built upon the research findings
(Emerson, 2005). Before making each policy recommendation, the points
forming it should be called and kept in mind (Emerson, 2005). It is
intended that stakeholders and researchers in quality management in HE
in KSA should be presented with recommendations, built upon
evidenced results out of empirical data, on what needs to be done,
according to the findings.

Policy recommendations are directed at stakeholders to inform
them of the actions necessary to improve quality management and raise
quality standards. They are also directed at researchers to describe the
main findings that could lead to future research in the field of QM in CCs
in KSA specifically, for HEI in KSA generally, or for HEI internationally.

The major findings and the policy recommendations resulting
from them are mentioned in conclusion, below.

The following policy recommendations can be stated:

PR1: It is a recommendation to apply mixed methods to measure
service quality in CCs and HEI generally. Additional to collecting service
provider and customer data, other methods should be employed, such as
monitoring, observation and studying previous performance reports to
give a clearer picture and better understanding of the status of service
quality.

PR2: In order to improve their services to be high quality, and to
satisfy their students, faculty and stakeholders; CCs should bridge the
four quality gaps from students’ points of view, as they are the customer
in this service. One approach for helping to achieve that is mentioned in
the comparative analysis, in section (5.4.2.1).

PR3: The lack of awareness of Top Managers - judging by the
variation of their responses, different from Students and Faculty - needs

to be taken into consideration by HEI authorities, since Top Managers
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may resist improvement and positive change, or they may not support
the efforts effectively.

PR4: There is a need to spread awareness among the three
categories (students, faculty and top managers) of service quality
dimensions and their importance in improving the educational service in
HEL

PR5: Other CCs may have the same situation as Makkah CC,
calling for a thorough check of the service quality status of all the CCs in
KSA. What has been discussed and concluded in this research generally,
and in section (5.4.2.1) specifically, can help in that concern.

PR6: Gaps should be met in the standards: Learning Resources,
Learning and Teaching, Governance and Administration, Employment
Processes and Mission, Goals and Objectives. These, according to their
scores, are the QAS mostly affecting Tangibility and Reliability. Since
these two dimensions have the largest gaps in all the sample CCs, the
consistency of findings in each CC indicates that these standards are
weakly applied in CCs in KSA. From the points of view of both students
and faculty, Tangibility and Reliability were found to have quality gaps in
all the sample of CCs. At the same time they are less affected by QAS.

PR7: QAS should be applied to service quality dimensions more
efficiently in practice - and not just in theory. The majority of FM survey
respondents indicated an overall score for Saudi CCs’ implementation of
NCAAA'’s standards (QAS) of 5.09 out of a total of 7.00 (i.e. 73%).

Assurance is the standard most influenced by QAS - and is
logically the QAS directly related to Quality Assurance. However, it is also
suffering from a quality gap. SERVQUAL dimensions are covered by QAS
but not strongly enough.

PR8: Development is needed to apply QAS more successfully, and
more efforts is needed to enhance the service quality and bridge the
quality gaps. Tangibility and Reliability and the QAS affecting them
should be given top priority on the implementation agenda.

PR9: More concentration and focus on the application of
Standard (6) Learning Resources (i.e. libraries, access to electronic and
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other references, IT facilities..etc.) is required, since it has the highest
influence on SERVQUAL dimensions.

PR10: The correlation between the standard Research and
SERVQUAL Dimensions is very weak, as scientific research is not, in
general, in CCs’ top priorities. CCs are instruction-oriented colleges.

As this standard is not applicable for CCs it is recommended that
CCs should be excepted from the application and measurement of that
standard, unless there is to be a massive cultural change and
prioritization of research within CCs.

PR11: In order to maintain reliable and accurate data for official
statistics, CCs’ basic data should be gathered professionally and
accurately and the official reports or statistics of the MOHE should be

built upon accurate, current data.

These Policy Recommendations are built upon the research major
findings, which represent an answer of the RQB2:(what are the
necessary requirements for enhancing QM and service quality in CCs
within the KSA, to a standard comparable with international best
practice?). Since PR were built upon results obtained by analysis of an
international instrument for measuring service quality i.e. SERVQUAL,

quantitatively and by analysis of interviews qualitatively.
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Chapter 7: Conclusion

This research enhances understanding of Quality Management in
the context of HEI generally and Community Colleges (CCs) specifically.
It explores the service quality situation and the application of Quality
Assurance Standards (QAS) in CCs in KSA. It demonstrates the
correlation between QAS and service quality and the influence that QAS
have over service quality.

This research explores the importance of measuring service
quality for HE], including CCs; the effectiveness of using SERVQUAL along
with other quantitative and qualitative instruments, and the importance
of measuring the perception of both the service provider and the service
consumer or customer. The three categories targeted in this research
were students, faculty and top managers.

In terms of management, this research presents an overview of
the Saudi National Commission for Academic Accreditation and
Assessment’s (NCAAA'’s) application of QAS in its CCs, and in relation to
SERVQUAL. It specifies the Students’, Faculty and Top managers’
perceptions of service quality and clarifies the application of QAS in CCs
in KSA. It identifies the service quality gaps in a sample of CCs, specifies
the most influential QASs, and provides policy recommendations for
stakeholders in CCs and HE in KSA.

In the correlation between service quality and QAS, this research
shows that the standards of the first factor (after factor analysis) were
the most influential standards, of the 11 QAS, on service quality. More
precisely, it uncovers that QAS have three levels of influence over service
quality: Standard (6) Learning Resources came first, Standards (9)
Employment Processes, (4) Learning and Teaching, (2) Governance and
Administration and (1) Mission, Goals and Objectives, (3) Management
of Quality Assurance and (11) Relationships with the Community came
second. Standards (5) Student Administration and Support Services, and
(8) Financial Planning and Management came third. Conversely,
standards (7) Facilities and Equipment (Housing) and (10) Research are

the least influential standards on SERVQUAL dimensions.
219



Nottin_gham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

In this study, Students’ experiences do not meet their
expectations in four of the five dimensions of service quality:
Tangibility, Reliability, Assurance and Empathy; while only
Responsiveness met their expectations. Having four gaps out of five
shows how weak the quality of educational service provided is in CCs in
KSA, and points out the aspects or dimensions to be addressed to
improve the educational service in CCs.

Faculty are also not satisfied with the educational service
provided in CCs in KSA as they have gaps in three dimensions:
Tangibility, Reliability and Assurance. Empathy was the only variable
in the perceptions of faculty and students. It was interpreted that Faculty
do not appreciate the importance of this aspect of the service they
deliver.

No gaps were found in the Top managers’ analysis. They seem to
be according to their response to some extent not aware of the real
problems Faculty and Students are suffering from, which needs be taken
into consideration by stakeholders and researchers.

Makkah CC has the worst situation of the ten CCs in the sample,
because of its two large gaps in Tangibility and Reliability and two gaps
in Assurance and Empathy, although experiences were better than
expectations in Responsiveness. Similar results may be evident in other
CCs, so there are implications for a more concerted effort in raising
awareness, and raising standards across CCs and HEL

This research uncovered many problems in the basic data and
information about CCs. For example, Khamis Mushait Female CC was
found to be actually a male CC; Makkah female CC was discovered to be
co-educational - with students of both genders; Northern Borders CC
was discovered to be three CCs, not just one, and other CCs (such as Badr
CC) were not mentioned. There were also differences between MOHE
statistics (2012) and reports (2009). All of these discrepancies were
discovered incidentally by a researcher whose aim was not to determine

the accuracy of official data.
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This research also recommends using other methods to measure
service quality, apart from service provider and customer perceptions,
such as monitoring and observation or previous performance reports, to
inform future research.

In terms of methodology, this research determines how to
measure the application of quality management and service quality
status in the HEI context. It examines the application of SERVQUAL in the
HE context and suggests the modifications needed. Then it examines the
application of mixed methods, to get the best qualitative and quantitative
methodologies and avoid the shortfalls of each. Unusually, SERVQUAL
was applied in three categories of this research: Students, Faculty and
Top Managers, since they represent the main categories in HEI. Students
are customers, and Faculty and Top Managers are the service providers:
Faculty delivers the service and Top Managers lead the whole process
and represent the decision makers.

In terms of theory, this research investigates the literature on
service quality, SERVQUAL, Quality Management, Resource Based View
(RBV), CCs internationally, and CCs and HE in KSA. It uses RBV theory to
differentiate between the performances of CCs, which can be applied to
HEI generally.

It then suggests an approach - in the light of RBV theory - to
understand the reasons for low performance of CCs; how to analyze the
situation and determine the reasons for low performing CCs and
solutions which can be applied to all other HEI.

It clarifies the picture of HEI generally, and CCs specifically, in
KSA from the perspective of quality management and service quality
application.

It provides clearly evidenced policy recommendations derived
from empirical data, and recommendations for stakeholders and
researchers for action and further research areas.

This research is very useful for those who are interested in QM,
HE, CCs, and service quality in relation to assurance standards, mixed
methods and SERVQUAL adapted to higher education.
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Through the literature investigated, data gathered, methodology
followed and through the results and findings reached, this research
makes a useful contribution to knowledge. It provides valuable research
for institutions in KSA and similar contexts: Arabic Gulf Countries, Arab

States or other countries in the world.

7.1.Research Contribution
The contribution of this research is in its exploration into ways to

measure the application of QM and service quality status in the HE
context. It examines the application of SERVQUAL and the
modifications required in the HE context. It evidences the benefits of
applying mixed methods to derive the best from both qualitative and
quantitative methodologies, while addressing the shortfalls of
each. Uniquely, itdemonstrates the importance of measuring the
perceptions of the main three categories of internal stakeholders in CCs:
Students, Faculty and Top managers. While students represent
customers, and Faculty and Top managers represent the service
providers and the decision makers in HEI, unusually, this has researched
all three perspectives. This research also demonstrates the correlation
between QAS and service quality in the HE context in KSA, and the most
influential QAS upon service quality. It clarifies the picture of HEI, and
CCs specifically, in KSA from the perspective of QM and the application of
service quality.

In practice, this research identifies how best to address service
quality gaps in CCs in KSA and informs the stakeholders and researcher
through 11 Policy Recommendations for the application

and improvement of QM in CCs and other HEI in KSA.

7.2. Limitations and areas for future research
Every research study has its own limitations and shortcomings that

can be used positively for future research and can light the way for other
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researchers (Brutus, et al, 2013). This research is no exception to that
norm. In this section, the research limitations will be clarified, to be
taken into consideration in reading this research or before commencing
further research in the same area.

The measurements in this research were taken from the
perception of only three categories: Students, Faculty Members and Top
Managers. This research has covered a representative sample of the CCs
in KSA. Covering all or most CCs in KSA could provide a more
comprehensive view. Applying the same sort of study to other types of
HEI in KSA could provide a better understanding of QM status in HE. Top
managers, for example, in this research were few, as the sample was only
Ten CCs. If the sample was larger, the picture would be clearer. However,
this was beyond the time and ability of one researcher.

The sample might have been greater in number or more varied, to
include universities, government officials, students’ employers, or CC
business partners’ perceptions. Although questionnaires and interviews
were primarily used to obtain information and data, other methods such
as observation, focus groups, analyzing previous reports, could provide
other angles of vision to illuminate the issues.

The sample size is not as large as was intended, which may affect
the generalizability of the results obtained. As discussed in the
Methodology Chapter, the number of participating students for each CC
was low, therefore caution must be exercised in drawing definitive
conclusions at the local level.

However, because the overall sample of 196 is large and is drawn
from a representative sample of CCs, generalizations about the CC sector
as a whole can be made. It was also mentioned that the total number of
respondents in all the research instruments is 382, chosen randomly,
and apparently homogeneous either quantitatively or qualitatively, all of

which factors can support the validity and reliability of the results
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obtained and make generalizability acceptable (Campbell, 1955; Black,
1999; Grafstrom & Schelin, 2014).

The CCs official data in KSA are badly presented and need to be
gathered again totally as they are out of date and are suffering from

inaccuracy.

The lack of studies concerning CCs in KSA, and concerning QM in
CCs specifically weakened the chance for comparing the findings of this
research with others in the same context.

Other groups or ways of measuring the current status of quality
management could be taken into consideration in future research. The
focus of study, too might be either extended or narrowed to a particular
aspect.

The view of Top Managers is very much different from those of
Faculty and Students might be an area for future research - especially to
discover why they don’t see what the others (students, faculty) see
regarding gaps in service quality.

The strategies and actions identified by this research,
recommended for bridging the quality gaps and addressing the weak
application of QAS, could each stimulate future research in the field of

QM and service quality in HE.
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@ 8)
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(1) Mission, Goals and (2) College (2) Management of Quality Assurance (4) Learning and Administration (6) Learning ond Planning O EE R (10) Research Relationships
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Std.Dev. | 2027|2027 | 855 | 475 | 855 | 2336 | 852 | 1748 | 1.311 | 877 | 1016 | 611 | 1204 |1.204 | 1267 | 579 726 | 469 | 2.706 426 1633 1.626 2259 | 633 |1.785| 929 | 1961 | 633 | 1978 | 1.899
N 28 | 28 [ 28 | 28 | 28 | 28 | 28 | 28 27 27 27 27 27 | 27 | 27 28 28 28 28 29 29 29 29 29 29 29 29 29 29 29
Madinah
Mean 696 | 543 | 661 | 641 | 6.75 | 611 | 614 | 504 | 637 | 637 | 470 | 559 | 648 | 641 | 633 | 654 579 | 650 | 618 631 538 6.14 638 | 631 | 638 | 424 | 290 | 479 | 593 | 614
CcC
Std.Dev. | 180 | 2456 | 685 | 1720 | 645 | 1873 | 1.627 | 1072 | 967 | 884 | 2035 | 1845 | 753 [1.047 | 1074 | 838 1729 | 745 | 1588 1391 2194 1.726 1545 | 1.442 | 1568 | 2.516 | 1.896 | 2111 | 1.731 | 1.767
N 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5
Jazan
Mean 525 | 280 | 500 | 2.80 | 6.20 | 3.00 | 500 | 500 | 4.80 | 500 | 320 | 440 | 480 | 6.40 | 6.00 | 4.60 320 | 480 | 440 6.60 3.60 425 540 | 340 | 340 | 6580 | 600 | 620 | 520 | 360
cC
Std.Dev. [ 1258 | 1.005 | .707 | 1.005 | 1.005 | 1.225 | 1.225 | 2.828 | 837 | 1225 | 837 | 1817 | 887 | .894 | 1000 | .548 837 837 | 2.408 894 1517 1.893 1140 | 2302 | 2.302 | 447 | 2236|1304 | 1.304 | 1.140
N 158 | 158 | 156 | 157 | 157 | 153 | 155 | 157 | 154 | 154 | 152 | 153 | 156 | 155 | 155 | 156 156 157 | 156 159 156 158 156 155 | 159 | 157 | 158 | 155 | 158 158
Total Mean 633 | 497 | 556 | 505 | 541 | 493 | 511 [ 541 | 547 | 553 | 494 | 508 | 544 | 539 | 543 | 456 492 | 508 | 510 5.43 456 5.60 542 | 508 | 528 | 459 | 435 | 507 | 482 | 501
Std.Dev. [ 1234|2367 | 1867 | 2215 | 1942 | 2.131 | 1.936 | 1.928 | 1.801 | 1.661 | 2001 | 1.975 | 1.786 [ 1.856 | 1809 | 2001 | 1976 | 1925|2101 2.332 2.104 2.053 1974 | 2216 | 2.000 | 2.228 | 1.920 | 1984 | 2080 | 2.047

Table 29: CCs scores on QAS
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As the scale used in the questionnaires is a seven points scale the highest point is 7 and the lowest

is 1. If the standard -in any CC- scored between 3.5 and 7, then it has been applied to some extent

successfully, if it was below 3.5, it has not been applied successfully.

Appendix 2: A comparison between the ten CCs on the five
dimensions of service quality from the Faculty members point of

view

The (#) symbol means a gap, the (##) means large gap, the (*) means no

gap and the (**) means experiences better than expectations.

Faculty Members expectations experiences
tanl rell resl assul empl tan2 rel2 res2 assu2 emp2
Onaiz | N 15 16 14 15 15 14 14 15 14 15
aCC | Means 22.5333 27.1250 | 21.2857| 24.4667 25.6667 | #21.0000 | #24.9286 | #19.7333 #19.0714 | *25.4667
Median 25.0000| 28.0000| 21.0000| 27.0000| 25.0000| 21.5000| 25.0000 19.0000 18.0000 | 25.0000
Std. Dev. 5.09715 5.57225| 3.75046 | 5.30319| 4.46681| 4.11377 4.74689 4.78788 3.81221 | 4.27395
Abha [N 29 26 26 28 27 28 26 25 25 25
Fema | Means 26.0345 29.3077| 20.7308 | 26.4643 28.5926 | #17.7857 | #24.7308 | **21.2400 #21.1600 | *27.8800
le CC | Median 27.0000| 30.5000| 21.5000| 28.0000| 29.0000| 18.0000| 25.0000 22.0000 22.0000 | 28.0000
Std. Dev. 2.90913| 5.02609| 4.91982| 2.79526| 5.59023| 5.45254| 4.77960 5.22239 4.67868 | 5.57763
Skak |N 8 5 6 8 6 8 8 7 8 8
aCC |Means 24.8750| 32.8000| 19.0000| 24.6250| 25.5000 | #19.2500| #26.2500| **20.7143 #21.7500 | **30.2500
Median 26.0000| 35.0000| 20.5000| 27.5000| 25.0000| 20.0000| 25.5000 22.0000 22.0000 | 30.0000
Std. Dev. 3.31393| 4.91935| 4.81664 | 4.40576| 9.33274| 7.68579| 4.80327 7.80415 3.32738 | 4.65219
Turaif | N 15 16 15 13 14 17 17 15 16 15
CcC Mean 26.0667 29.1875 19.4667 | 26.8462 33.5714 | #21.7059 | #27.4118| *22.9333 #21.3125 | #27.6667
Median 27.0000| 31.0000| 19.0000| 28.0000| 31.5000| 22.0000| 29.0000 24.0000 22.0000 | 28.0000
Std. Dev. 2.12020| 5.64764| 4.95504 | 1.77229| 17.30591| 4.68728| 5.16065| 4.06143 4.26956 | 5.40723
Hurai | N 8 5 7 7 6 8 6 6 4 6
mila | Mean 23.7500 30.0000 | 21.4286| 24.8571 27.6667 | #16.7500 | ##21.5000 | #18.5000 #18.2500 | #25.0000
cc Median 25.0000 | 32.0000| 22.0000| 26.0000| 28.0000| 15.5000| 20.0000 18.5000 18.0000 | 25.5000
Std. Dev. 3.32738| 6.32456| 5.12696 | 2.85357 | 3.26599| 5.41822| 3.56371 3.27109 3.68556 | 4.81664
Tabo |N 17 15 16 17 17 18 15 15 17 18
uk Mean 23.5882| 30.1333| 21.0625| 24.3529| 25.1765| #22.0000| #24.9333| **21.3333 #21.4118 | **26.7222
cc Median 26.0000| 31.0000| 22.0000| 26.0000| 24.0000| 22.0000| 26.0000 22.0000 20.0000 | 26.0000
Std. Dev. 5.51202| 4.08598 | 5.27218| 4.64948 5.39948 | 4.14445 4.14844 5.20531 4.40254 | 4.86047
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Faculty Members expectations experiences
tanl rell resl assul empl tan2 rel2 res2 assu2 emp2
Riyadh | N 16 14 16 16 16 15 14 14 13 15
CcC Mean 26.4375| 30.5714 21.1250| 26.6250 | 29.0625| #23.0667 | #27.1429 | **22.4286 #23.6154 | #26.8667
Median 27.5000| 30.5000| 21.5000| 28.0000| 29.0000| 24.0000| 29.0000 21.5000 25.0000 | 26.0000
Std. Dev. 1.82460| 2.73761| 6.05392| 2.57876| 4.97284| 4.84719| 5.50325 4.10842 3.73136 | 5.78010
Makkah | N 13 13 13 13 12 14 10 14 13 13
CcC Mean 25.5385| 28.8462 15.2308 16.3077 23.4167 | ##13.3571 | ##18.7000 | **16.6429 #14.5385 | #17.5385
Median 27.0000| 28.0000| 16.0000| 18.0000| 23.0000| 11.0000| 16.0000 17.0000 15.0000 | 19.0000
Std. Dev. 2.25889 | 2.76424| 2.04751| 7.92028| 4.07784| 7.56111| 5.33437 3.52152 1.19829 | 3.30695
Madina | N 29 26 25 28 28 27 27 26 29 28
h CC Mean 26.1724 | 30.4231 22.4800| 26.6429 27.4286 | #21.7407 | #27.6296 | **23.6154 #24.6552 | **30.4643
Median 27.0000| 30.0000| 22.0000| 28.0000| 28.0000| 22.0000| 29.0000 28.0000 26.0000 | 31.0000
Std. Dev. 2.77835 | 4.63183 | 4.84871 | 4.00198 | 5.09487 | 4.43407 | 4.56701 | 7.46767 3.60828 4.70210
Jazan N 5 4 5 4 5 5 4 5 5 5
CcC Mean 25.4000 | 25.2500 | 17.0000 | 24.0000 | 20.2000 | ##16.2000 | #22.5000 | #12.2000 #18.6000 | #18.4000
Median 25.0000 | 26.0000 | 16.0000 | 26.0000 | 20.0000 | 16.0000 | 21.5000 | 13.0000 18.0000 21.0000
Std. Dev. 2.88097 | 1.50000 | 4.79583 | 5.65685 | 3.27109 44721 3.31662 | 2.04939 2.19089 6.30872

Table 30: A comparison between the ten CCs on the five dimensions of service quality from the
Faculty members perception
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Figure 46: The Ten CCs Means on Service Quality Dimensions from Faculty Perception

The difference between dimension1 (expectations and dimension
2 (experiences) points to the size of the gap or the achievement between
expectations and experiences.

Appendix 3: A comparison between the ten CCs on the five
dimensions of service quality from the Students point of view

The (#) symbol means a gap, the (##) means large gap, the (*) means no

gap and the (**) means experiences better than expectations.
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Student expectations experiences
tanl rell resl assul empl tan2 rel2 res2 assu2 emp2
Onaiza N 18 19 17 18 16 17 16 14 15 14
CcC Mean 21.2778 26.2632 18.2353 20.2778 21.8125| #18.1765| #21.5625 #15.8571 #16.3333 | #19.4286
Median 23.0000 26.0000 18.0000 | 22.0000 19.0000 19.0000 21.5000 16.0000 17.0000 | 21.0000
Std. Dev. | 6.35060 | 6.09956 | 5.99510| 6.92655| 6.35839| 4.33352| 3.81171 4.95917 7.55614 | 3.87724
Abha N 30 24 25 28 24 28 26 25 26 26
Female Mean 24.6333 29.7917 20.6800| 25.3571 21.1250 | #20.2857 | ##22.4615 #17.4000 #19.8462 | #20.2692
CccC Median 24.0000 | 29.0000| 21.0000| 28.0000| 21.0000| 22.0000| 23.5000 16.0000 21.5000 | 21.0000
Std. Dev. | 2.59287| 3.78761| 6.79902| 3.69398| 4.01424| 4.31069| 5.12430 3.76386 5.99128 | 3.69386
Skaka N 14 11 12 13 11 13 13 13 11 11
CcC Mean 23.0714 29.5455 17.6667 21.3846 22.3636 | #19.6154 | ##20.6923 *17.5385 #19.2727 | *22.0909
Median 25.0000 | 30.0000| 18.5000| 22.0000| 22.0000| 20.0000| 21.0000 18.0000 20.0000 | 22.0000
Std. Dev. | 3.79198 | 3.95888 | 5.33144| 4.46353| 4.67488| 5.29998| 3.79440 4.75422 4.64954 | 4.13412
Turaif CC | N 10 8 9 10 10 8 7 9 10 10
Mean 24.6000 30.2500| 20.3333 26.1000 | 24.4000 | ##17.1250 | ##24.5714 #16.5556 #21.9000 | #21.7000
Median 24.0000 | 30.0000| 22.0000| 27.0000| 24.0000| 16.5000| 23.0000 15.0000 22.0000 | 20.5000
Std. Dev. | 2.71621| 3.61544| 3.93700| 2.23358| 7.80598| 5.51459| 6.13344 5.00278 4.35762 | 4.78539
Huraimila | N 13 12 12 10 10 11 10 11 9 11
CcC Mean 24.0769 27.5833 18.5000| 21.4000| 21.7000| #17.3636 | #21.9000 #16.4545 *21.1111 | **21.8182
Median 25.0000 | 29.0000| 18.5000| 24.0000| 20.0000| 17.0000| 21.0000 16.0000 23.0000 | 20.0000
Std. Dev. | 3.94676| 5.88462| 5.23103| 7.53068| 6.05622| 5.40875| 4.58136 2.80584 5.34894 | 4.28528
Tabouk N 13 13 12 12 12 11 11 9 10 10
CcC Mean 23.0769 26.9231 16.6667 22.8333 20.0000 | #17.8182 | #21.1818| **16.7778 #18.6000 | #18.4000
Median 24.0000 | 28.0000| 16.0000| 24.0000| 20.0000| 18.0000| 21.0000 16.0000 20.0000 | 18.5000
Std. Dev. | 3.98877| 4.88981| 5.54868| 4.64823| 5.62462| 4.85424| 4.46807 3.70060 7.72010 | 2.06559
Riyadh N 13 12 13 15 14 15 12 15 14 15
CcC Mean 23.6154 29.2500 16.4615 24.8667 17.2857 | #17.6000 | ##20.0000 | **16.6667 #16.8571 | **20.8667
Median 24.0000| 29.5000| 17.0000| 27.0000| 16.5000| 18.0000 | 20.0000 16.0000 17.0000 | 20.0000
Std. Dev. | 3.66375| 4.49495| 4.33235| 4.15532| 4.10307| 3.68006| 3.97721 2.87021 3.41619| 3.60291
Makkah N 7 6 7 7 6 7 7 7 7 7
CcC Mean 25.7143 32.5000| 21.0000| 26.5714| 25.8333 | ##19.0000 | ##19.7143 | ##14.7143 | ##18.5714 | #20.7143
Median 28.0000 | 33.5000| 22.0000| 28.0000| 29.0000| 19.0000| 22.0000 16.0000 20.0000 | 20.0000
Std. Dev. | 2.92770| 2.94958| 7.93725| 2.50713| 9.68332| 5.80230| 4.46148 2.56348 4.85994 | 3.09377
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expectations experiences
Student
tanl rell resl assul empl tan2 rel2 res2 assu2 emp2
Madinah | N 28 29 27 28 29 29 28 26 27 27
cc Mean 20.6429 | 27.4828| 17.4074| 21.3571| 20.6207 | #16.5862 | ##19.8214 *16.6154 #18.8148 | **21.0741
Median 22.0000| 29.0000| 17.0000| 24.5000| 20.0000| 16.0000| 19.0000 16.5000 19.0000 | 21.0000
Std. Dev. | 6.80530 | 6.60422| 5.98241| 7.86089| 6.78977| 6.22505| 5.61119 4.16727 8.63373 | 5.57416
Jazan CC | N 16 15 15 15 14 16 15 14 15 16
Mean 23.3750 | 25.2000| 16.4667 | 25.1333| 20.3571 | ##15.7500 | #21.2000| **20.0714| ##17.7333 | #18.0625
Median 23.5000| 26.0000| 16.0000| 28.0000| 20.0000| 14.0000| 22.0000 19.5000 19.0000 | 19.0000
Std. Dev. | 2.70493| 3.94968| 5.40987| 3.94365| 6.38034| 4.68330| 1.61245 5.26913 5.40458 | 4.13874

Table 31: A comparison between the ten CCs on the five dimensions of service quality from the

Students perceptions
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Figure 47: The Ten CCs Means on Service Quality Dimensions from Students Perception
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DIRECTIONS: Dear Faculty Staff Member,

The following statements deal with your experiences of higher education services currently
provided by CCs in the KSA. Please, show the extent to which you think your CC already possesses those
features described by each statement. You can do this by selecting only one of those seven numbers next to
each statement. If you strongly agree with the statement, you should mark your choice with a (\/) sign. If you
strongly disagree with it, you should mark your choice with a (\/) sign. If your opinions are not strong enough
to differentiate between both sides of the spectrum, please mark one of the five numbers in the middle.
Notably, there are no right or wrong answers so all we are interested in is a number that best shows your
experiences about CCs in KSA and the higher education services they offer.

Strongly Strongly
# Item disagree agree
1 2| 3| 4| 5| 6 7

1 | My CC always has up-to-date equipment to support all teaching
and learning processes.

2 | My CC’s physical facilities are visually appealing.

3 | My CCs faculty and administrative staff do not have an
appropriate appearance.

4 | My CC’s Physical facilities appear inappropriate to the HEL

5 | When my CC promises to do something by a certain time, it
does so.

6 | When students have problems, my CC is always sympathetic
and reassuring.

7 | My CCis not dependable.

8 | My CC provides its services at the time it promises to do so.

9 | My CC keeps its data and records clear and accurate.

10 | My CC does not tell its students when exactly services will be
performed.

11 | Students do not expect prompt service from the administrative
staff of my CC.

12 | Faculty and administrative staff of my CC are always willing to
help and support students.

13 | Faculty at my CC are too busy to respond to students’ requests
promptly.

14 | Students always trust the faculty and administrative staff of my
CC.

15 | Students of my CC do not feel safe in their transactions with my
CC’s administrative staff.

16 | Faculty and administrative staff of my CC are polite.

17 | Faculty and administrative staff in my CC do not get adequate
support for developing their skills to do their jobs well.

18 | My CC does not pay students individual attention.

19 | Administrative staff and faculty of my CC always pay students
personal attention.

20 | Faculty in my CC clearly know the needs of their students.

21 | Infact, my CC does not have its students’ best interests at heart.

22 | My CC work hours are convenient to all its students.
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Strongly Strongly!|

# Item disagree agree

1 7
1-Institutional Context
a-Mission, Goals & Objectives

23 | My CC has its own mission, goals and objectives.

24 | My CC faculty have never been involved in formulating such
mission, goals and objectives.

25 | My CC’s mission, goals, and objectives are appropriate for its
current situation.

26 | My CC’s mission, goals, and objectives are not so much related to
each other.

b-Governance & Administration

27 | My CC has a complete governing body that applies real
leadership.

28 | Planning processes and policies are inadequately applied at my
CC.

29 | My CC enjoys a very organized institutional context.

c- Quality Assurance & Improvement

30 | My CC does not use documented quality assurance procedures for
all key educational processes.

31 | My CC always uses documented indicators and/or benchmarks
for internal quality evaluation of educational performance. (e.g.
pass rates, course assessment stats)

32 | My CC regularly uses a formal process for identifying and solving
quality problems in its educational provision (e.g. annual course
review).

33 | My CC never evaluates its key educational performance measures
against external benchmarks.

34 | My CC is committed to managing its projects according to quality
standards.

2-Quality of Learning & Teaching
a-Learning & Teaching

35 | My CC is applying institutional monitoring and development of
learning processes.

36 | My CC is adequately monitoring and evaluating students’ learning
outcomes.

37 | My CC is applying ongoing development of its learning and
teaching programmes.

3-Student Support
a-Student Administration & Support Services

38 | My CCis applying medical and social services effectively.

39 | My CC is not applying student extracurricular activities
effectively.

b-Learning Resources

40 | My CC is providing effective learning resources for its students
and faculty.

41 | When developing its learning resources, my CC doesn’t consult its
students or faculty.
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Strongly Strongly
# Item disagree
1 2| 3| 4| 5| 6
4-Supporting Infrastructure
a-Facilities & Equipment (housing)
42 | My CC does not have suitable student housing facilities. ‘ ‘ ‘ ‘ ‘ ‘
b-Financial Planning & Management
43 | My CC plans and manages its financial resources well. ‘ ‘ ‘ ‘ ‘ ‘
c-Employment Processes

44 | My CC does not evaluate its faculty annually.
45 | My CC performs an annual evaluation for its administrative staff.
46 | My CC does not make any efforts to attract highly qualified faculty

and administrative staff.
47 | My CC administrative leaders do not solve problems encountered

by its faculty or administrative staff.

5-Community Contributions
a-Research

48 | My CC does not have very effective research policies to support

researchers.
49 | My CC has a high participation rate in research for its faculty and

students.
50 | Inmy CC, researchers lack the needed research requirement.

b-Institutional Relationships with Community

51 | My CC has a very clear policy for its relationships with local

community.
52 | My CC does not have strong relationships and communications

with its local community.

Dear Student,

This questionnaire is part of a PhD dissertation entitled “Improving Quality Management in
Community Colleges in the Kingdom of Saudi Arabia” prepared by Mansour Aljanobi and supervised by Dr.
James Tannock, Business School-University of Nottingham, UK.
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Notably, the study aims to give a helpful hand to ongoing efforts to improve quality management at
Saudi Community Colleges (CCs) so as to positively and directly enhance the way CCs are presenting their
higher education services as well as help them provide their students, faculty and administrative staff with
further support. It’s against this backdrop that this study aims o achieve such desired objective via:

IS By il sl g 30 sl gainall LIS 3 53 gal) Cpenl AE 3 geal) 8 Baelsall i ) A 5l 024 Chags
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6- Examining relevant previous research and requirements for Quality Management (QM)

successful application in higher education institutions in general with a special focus on

Saudi CCs from an international perspective;
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1o S0 g collall el Gl e 8 82 53 82 Jlive 8 Aaalil) el Jpm Al il jal) 3 il
s shite (e A pradl pindl SIS e S
7- ldentifying the current status quo of QM in CCs in the KSA employing service quality
empirical measurement tools;
2. o;;;wuul}alu.\la};d)\;wm;}udl § aainall QLIS (85250l 5 oY sl pa ll e oyl
Aaadll
8-  Analysis and comparison of Saudi CCs both nationally according to the Quality Assurance
Standards of the Saudi National Commission for Academic Accreditation & Assessment
(NCAAA) and internationally; and
3. i e sl 23l S5 sulee s se ) S Dlaa d pedl b acial) LIS B iy (la
Al el s s geadl anal€Y) Slaie )
9-  Suggesting an applicable framework for both applying and enhancing QM in CCs in the KSA
adapted to the Saudi context.
4. Al Aledl pdinal GLIS 8 53 sall B ) Gty Gubadl A gend) A0l G dae U] ) S8
A

As a consequence, the following questionnaires aim to identify the current status quo of QM
application in CCs in the KSA from the perspective of CCs faculty at ten CCs located in ten different provinces
in the KSA. In addition, other research instruments will be applied for other targeted groups belonging to the
selected CCs.
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Notably, you are not asked to provide any information about yourself in these questionnaires. As a
result, please, feel free when responding to each of the following statements to provide us with your own
opinions, experiences and beliefs. Besides, your response will be treated securely and confidentially for
research purposes only. We sincerely hope that your responses will help in measuring the quality level of
services currently applied in Saudi CCs. As a result, when compared to other similar quality standards both
nationally and internationally, such data can describe the current gap and help in determining what needs to
be done in order to successfully apply and improve quality management at all Saudi CCs without exception.
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................................. - eaiaall 8 Community College
Student level Qlall e Subject  area yaaill Jas

DIRECTIONS: Dear student,

The following statements deal with your expectations of the higher education services that should
be provided by CCs in the KSA. Please, show the extent to which you think it is important for a CC to posses
those features described by each statement. You can do this by selecting only one of those seven numbers
next to each statement. If you strongly agree with the statement, you should mark your choice with a (V) sign.
If you strongly disagree with it, you should mark your choice with a (V) sign. If your opinions are not strong
enough to differentiate between both sides of the spectrum, please mark one of the five numbers in the
middle. Notably, there are no right or wrong answers so all we are interested in is a number that best shows
your expectations about CCs in the KSA and the higher education services they offer.

llall ¢ 55
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Strongly Strongly|
disagree agree
# L0 Item 5aky 3 Y 532y G
1 2| 3| 4/ 5| 6 7

1 | CCsinthe KSA should have up-to-date equipment.
s <l et ASLaall & asinall LIS ()5S of aai

2 | CCs’ physical facilities should be visually appealing.
i U8 @l adinall ST Al il aeadl) 655 o aay

3 | The personal appearance of CCs’ faculty and administrative
staff should not matter.

Loge ol LI G5 8 il gl g Gy 5ill A eliac amddll jeladll
4 | CCscannot be expected to be entirely dependable.

len o L) A b aaiad Ll 5 Wl Aliae LI Gl () oS5 (o gBsiall e 000
oAl

5 | CCs’ physical facilities should be appropriate to the type of
services provided.

Loy ) Claxdll ae Aauiliie i) LIS 8 Lol Ol agal) (65 of iy

6 | When CCs promise to do something by a certain time, they
should do so.

8 o5 O oty Lele (e 5 8 Le oo o g o pcsindl LIS i L

7 | When students have problems, CCs should be sympathetic and
reassuring.

O il G e o Aiee cOEe adiadl CUK OB 5 6 Lea
Lo a o 2505 gy s

8 | CCs cannot be expected to tell students exactly when services
will be performed.

o) Loland il 5aaae Tl f Lol acinall LS aans f a8 siall (30
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Strongly Strongly
disagree agree
# L4 Item Sady 38151 Y Sy (3l o
1 7
9 | CCsshould keep their records and data accurately.
LB 5 dana Ll 5 LeDlas acind) IS Tadns of
10 | CCs should always provide their services at the time they
promise to do so.
A e g A gl G Lgilead 0385 () aainall ClISL iy
11 | CCs cannot be expected to pay students individual attention.
(S8 IS Loy Lalaia) qcinnall S V5 o @B siall e e
12 | It is not realistic for students to expect prompt service
from the administrative staff of their CCs.
LS 8 b gall (e drg o dedd Ol gy of ibidl e (e
il
13 | CCs’ administrative staff should always be willing to help
students.
saclue o Laly il adiadll GLIS 3 ggibsdl 058 of
ol
14 | Faculty will often be too busy to respond promptly to
students’ requests.
i) go s Glgidie gupall A sbmel 08 o Jsdd) e
15 | It is unrealistic to expect CCs’ faculty to know what the
needs of their students are.
e asinal GUIS 3 el B clael (6 of g ihidl e e
PV VAU ENEN R
16 | Students should be able to feel safe in all their
transactions with their CCs’ administrative staff.
o ol guen (B VL Jpmdl) e g8 QO 068 o
17 | CCs’ faculty and administrative staff should always be
polite.
& Omdea ainall SIS 8 () 5idh gall 5 Gyl L elizmed ()5S o s
eelalas
18 | Faculty and administrative staff should get adequate
support and ongoing development from their CCs to do
their jobs well.
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Al Jtem

Strongly
disagree

ady (385l ¥

Strongly
agree

ady (3l g

1

7

skl 5 a3 acall e (il sall 5 Gy i) A eliae Joany off iy
3K o ) 5ol 50 58 s painall LIS (g paianall

19

It is unrealistic to expect CCs to have their students’ best
interests at heart.

el i LDl cillaia) aainall IS a0 5 ikiall e (1

20

Students should always be able to trust the faculty and
administrative staff of their CCs.

S b gl Gusall A eliacly Loga Ml 85 of

e

21

CCs shouldn’t be expected to have work hours convenient
to all their students.

e ae duliie Joo Glela paind) GUS Jari of adsidl e e
e

22

CCs’ faculty should provide all students with personal
attention, by making sure that all assessments are
properly marked and feedback is provided.

Llaia) agoda awinall LIS Guypaill A3 climel mn o of an
Ll o5 Calie JS0 Conaa LAY puen of KB DA e Lals
A3y QUL e daa) Sl
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................................. - sl 48 Community College
Student level Al (ssuwa Subject  area pawdill e

DIRECTIONS: Dear student,

The following statements deal with your experiences of higher education services currently
provided by CCs in the KSA. Please, show the extent to which you think your CC already possesses those
features described by each statement. You can do this by selecting only one of those seven numbers next to
each statement. If you strongly agree with the statement, you should mark your choice with a (\/) sign. If you
strongly disagree with it, you should mark your choice with a (\/) sign. If your opinions are not strong enough
to differentiate between both sides of the spectrum, please mark one of the five numbers in the middle.
Notably, there are no right or wrong answers so all we are interested in is a number that best shows your
experiences about CCs in KSA and the higher education services they offer.

Gl 6500 )
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Strongly Strongly
disagree agree
# 4l Item By gl Y Sy bl
1 2| 3| 4| 5| 6 7

1 | My CC always has up-to-date equipment to support all teaching and
learning processes.

Ll bl Sl e ao 5 Airoa ) ieas el e oY 3 asianal) S

2 | My CC’s physical facilities are visually appealing.

i elae il Led Gl I ainall IS il g

3 | My CC’s faculty and administrative staff do not have an appropriate
appearance.

Oms ebha et ¥ e eoal ) aainall A0S 8 0 gl gall 5 il A olinc]

4 | My CC’s Physical facilities appear inappropriate to the HEIL

) el ey 5 Y L ol Al il TS 3 AaLal) el

5 | When my CC promises to do something by a certain time, it does so.

el Ay Ll e B b oo DL e Lo ol ) aciand) A0S a3 Lk

6 | When students have problems, my CC is always sympathetic and
reassuring.

Lol i Ler o im Lo Ll L oyl 1 cindll A0S (8 <Lo Co0ISEe OUR]) 4l 53 Lo

7 | My CCis not dependable.

L8 353 5 6 AT e ) ztind ¥ 5 Wl Al L 3l ) el A4S

8 | My CC provides its services at the time it promises to do so.

4 ey o) 85l 8 Lk e ool ) ainall 4GS o

9 | My CC keeps its data and records clear and accurate.

A8 sl s Ll 5 Ledlams e Lo Goodl ) qainall 406 Jailas

10 | My CC does not tell its students when exactly services will be
performed.

o) o 1 el 35 3oy ol e oyl ) asinall S ol Y
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A Item

Strongly
disagree

Bady (38 i ¥

Strongly
agree

Bady (38 f

1

7

11

Students do not expect prompt service from the administrative staff of
my CC.

i gall (g Ay s Aadd g ol Al asinall 0S8 Ul @iy Y

12

Faculty and administrative staff of my CC are always willing to help
and support students.

Baelioe o Logo (508 Led Gyl 3 acinall 3 3 (il sall 5 Gyl A3 oliac]
_MJJ‘T\)LHl

13

Faculty at my CC are too busy to respond to students’ requests
promptly.

Y oo Tas gslsrdie Wil e Gl ) adindll A0S 3 Gyl 24 oliac]
Jow QO claliay

14

Students always trust the faculty and administrative staff of my CC.

ol sall 5 il A slimely Lo (ol ) el S 3 DU (G5

15

Students of my CC do not feel safe in their transactions with my CC’s
administrative staff.

Ol sall e gDl G Lead Gl ) acindl 4S8 Q) ey

16

Faculty and administrative staff of my CC are polite.

Orrsen B o A il K 3 il pall 5 (ol K s

17

Faculty and administrative staff in my CC do not get adequate support
for developing their skills to do their jobs well.

pedl o Lo Guyal A adindll IS 8 sk gl s G yal) A elinel Jeany ¥
_;;Lngeg.\Laci el H.'I"_)AE ashil patusall y saill g o gllaall

18

My CC does not pay students individual attention.

5o IS O, Tl g8 el A gl 2K 15 Y

19

Administrative staff and faculty of my CC always pay students personal
attention.

S8 GOl osiin Le ool ) paiad) DS 3 Gl s slacly (sl sall

20

Faculty in my CC clearly know the needs of their students.

el laliial sl g IS5 L o ol ) i) 2 8y p0il 2 eline] i yay

21

In fact, my CC does not have its students’ best interests at heart.

Lol o ok Ll g ol ) i) K o ¥ csiall o

22

My CC work hours are convenient to all its students.

Lol end Alia L o)l Ll il 8 3 Janll el
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Top Managers’s Questionnaire (In Arabic).
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DIRECTIONS: Top Managers,

The following statements deal with your expectations of the higher education services that should
be provided by CCs in the KSA. Please, show the extent to which you think it is important for a CC to possess
those features described by each statement. You can do this by selecting only one of those seven numbers
next to each statement. If you strongly agree with the statement, you should mark your choice with a (V) sign.
If you strongly disagree with it, you should mark your choice with a (\/) sign. If your opinions are not strong
enough to differentiate between both sides of the spectrum, please mark one of the five numbers in the
middle. Notably, there are no right or wrong answers so all we are interested in is a number that best shows
your expectations about CCs in the KSA and the higher education services they offer.

Strongly| Strongly
# Item disagree| agree
1 4/ 5| 6 7

1 | CCsin the KSA should have up-to-date equipment.

2 | CCs’ physical facilities should be visually appealing.

3 | The personal appearance of CCs’ faculty and administrative staff should not
matter.

4 | CCs cannot be expected to be entirely dependable.

5 | CCs’ physical facilities should be appropriate to the type of services provided.

6 | When CCs promise to do something by a certain time, they should do so.

7 | When students have problems, CCs should be sympathetic and reassuring.

8 | CCs cannot be expected to tell students exactly when services will be
performed.

9 | CCs should keep their records and data accurately.

10 | CCs should always provide their services at the time they promise to do so.

11 | CCs cannot be expected to pay students individual attention.

12 | It is not realistic for students to expect prompt service from the
administrative staff of their CCs.

13 | CCs’ administrative staff should always be willing to help students.

14 | Faculty will often be too busy to respond promptly to students’ requests.

15 | Itis unrealistic to expect CCs’ faculty to know what the needs of their students
are.

16 | Students should be able to feel safe in all their transactions with their CCs’
administrative staff.

17 | CCs’ faculty and administrative staff should always be polite.

18 | Faculty and administrative staff should get adequate support and ongoing
development from their CCs to do their jobs well.

19 | Itis unrealistic to expect CCs to have their students’ best interests at heart.

20 | Students should always be able to trust the faculty and administrative staff of
their CCs.

21 | CCsshouldn’t be expected to have work hours convenient to all their students.

22 | CCs’ faculty should provide all students with personal attention, by making
sure that all assessments are properly marked and feedback is provided.
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Appendix 5: Interview Questions

Interviews targeted group would comprise ten Top Managers from the ten selected CCs in the KSA.

As a result, each selected CC would be represented by a Top Managers.

The questions to be posed by the researcher to each interviewee would be formulated according to

the answers provided by each interviewee.

Furthermore, the used questions would focus on examining and evaluating the current application

level of the eleven QAS provided by the Saudi NCAAA as well as the level to which various CCs in the KSA are

applying QM. In addition, they would also measure the shortcomings encountered by those CCs that needs

elimination in order to reach successful implementation and development of QM at CCs in the KSA.

Notably, the following interview questions would be the main questions and issues for in-depth

focus at each interview taking into account the fact that other questions and issues would definitely emerge

as a result of the ongoing discussions with each interviewee.

1- Institutional Context:

a. Mission, Goals & Objectives:

Does your CC have mission, goals and objectives?

How do you describe their relation to each other?

How do you describe their relation to your CC’s situation?

Have faculty staff members at your CC participated in their formulation?

To what extent do you evaluate the importance of their participation?

b. Governance & Administration:

Does your CC have a governing body?

What is the assigned role it plays?

Is there any contradiction between its role and that of the college dean?

To which level do you evaluate your CC’s application of planning processes?

In percentage, can you evaluate the administrative context of your CC?

Could you explain why you have chosen this percentage, please?

c. Management of Quality Assurance & Improvement:

Do you know about Quality Assurance Systems and Standards?

What are they?

What are the aims of QAS?

Does your CC apply quality assurance processes? If yes, to what extent? If no, why?

How does your CC evaluate its progress and achievement? (In light of external indicators and

benchmarking)

Does your CC maintain clear data and information through an overall data base?

What do you do regarding standards of project management?

261



Nottiqgham University
Business School

) g

Improving Quality Management in Community Colleges in Kingdom of Saudi Arabia

To what extent your CC is committed to enhance quality?

2- Quality of Learning & Teaching:
a. Learning & Teaching:

Does your CC apply institutional monitoring and development of its learning processes?
(How/Why)

Does your CC apply institutional monitoring and development of its teaching processes?
How does your CC monitor and evaluate its students’ learning outcomes?
What are the major aspects of the educational support provided by your CC for its students?

To what extent does your CC develop its faculty staff members’ abilities and skills?

3- Student Support:
a. Student Administration & Support Services:
To what level your CC is applying:
Student administration and support services?
Medical and social services?
Student extracurricular activities?

b. Learning Resources:

Does your CC provide effective learning resources for its students and academic staff? If yes, could
you, please, provide some examples? If no, what are the reasons for such shortcoming?

What is the importance of responding to students and academic staff when developing learning
resources? To what extent is your CC applying that standard?

4- Supporting Infrastructure:
a. 1-Facilities & Equipment (housing):
What about the infrastructure needed to support teaching and learning processes at your CC?
To what extent can your CC be considered a safe healthy environment for its students and staff?

How do you evaluate your CC'’s current situation in providing student housing?

5- Financial Planning & Management:

How do you describe the management of available financial resources at various Saudi CCs
generally, and at your CC in particular?

6- Employment Processes:

To what extent do you evaluate your CC’s provision of professional development for its:
Academic staff?
Employees?

To what extent do you find your CC’s performance at conducting annual evaluation for its:
Academic staff?
Employees?

What are the possible means that Saudi CCs can employ to promote a higher quality of its:
Teaching staff?
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Employees?

What are the procedures used by your CC for solving problems among its staff and employees?

7- Community Contributions:
a. Research:
To what extent do academic staff members at your CC participate in academic research?

To what extent is it important to apply effective research policies to support researchers at Saudi
CCs?

Does your CC have such policies? Does it actually apply them? Why? Or Why not?
What are the top-priority requirements needed by your CC’s academic researchers?

Does your CC provide its researchers with all needed research requirements? If yes, to what
extent? If no, why?

b. Institutional Relationships with the Community:
How does your CC communicate with its surrounding local community?

Does it have a clear policy for such communication? If yes, is it possible to provide the researcher
with its copy?
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