
THE IDENTIFICATION OF PRE-REGISTRATION MODELS OF 

COMMUNITY COLLEGES IN TEXAS AND THE COMPARISON 

OF STUDENT SATISFACTION WITH EACH MODEL 

by 

JOYCE RENEA BELL, B.B.Ed., M.B.Ed. 

A DISSERTATION 

IN 

HIGHER EDUCATION 

Submitted to the Graduate Faculty 

of Texas Tech University in 
Partial Fulfillment of 
the Requirements for 

the Degree of 

DOCTOR OF EDUCATION 

Approved 

May, 2001 



Copyright 2001, Renea Bell 



ACKNOWLEDGMENTS 

I would like to thank my committee for their input and guidance. I particularly 

appreciate my committee chairperson. Dr. Bonita Butner, for her time and support and 

for helping me stay on my timeline. I also would like to thank Margie Vitale for her 

assistance with conducting and evaluating the statistics for my study. 

I appreciate the support and encouragement given to me by my family, friends, 

and co-workers. I thank my children, Lindi and Larry Paul, for supporting me in this 

endeavor by being good, unselfish, and mature beyond their years. 

Finally, 1 would like to dedicate this study to the memory of my mother, Joyce 

Rollins, who wanted this accomplishment for me as much as I wanted it for myself 



TABLE OF CONTENTS 

ACKNOWLEDGMENTS ii 

ABSTRACT vi 

LIST OF TABLES viii 

CHAPTER 

L INTRODUCTION 1 

Backgroimd of the Problem 1 

Purpose Statement 7 

Research Questions 8 

Theoretical Perspective 9 

Definition of Terms 14 

Assumptions 16 

Delimitations of the Study 17 

Limitations of the Study 18 

Significance of the Study 18 

Following Chapters 19 

II. REVIEW OF THE LITERATURE 21 

Development of Community Colleges 22 

Total Quality Management 32 

Total Quality Management in Education 39 

Customer Satisfaction 43 

Organizational Theory Base 46 

iii 



Pre-Registration Models 64 

Relation of Student Satisfaction to Pre-Registration Models 66 

Relation of Student Satisfaction to Institutional Size 67 

Summary 69 

III. METHODOLOGY 71 

Restatement of the Problem 71 

Pre-Registration Models Survey 72 

Purpose/Research Question 72 
The Research Design 72 
Instrumentation 73 
Population/Sample 74 
Data Analysis 75 

Student Satisfaction Survey 76 

Purpose/Research Questions 76 
The Research Design 76 
Instrumentation 79 
Population/Sample 83 
Data Analysis 85 

Summary 86 

IV. FINDINGS 88 

Research Question One 89 

Description of Population/Sample 91 

Instrumentation 94 

Research Question Two 98 

Research Question Three 101 

IV 



V. CONCLUSIONS AND RECOMMENDATIONS 106 

Summary of the Study 106 

Discussion 109 

Research Question One-Identification 109 
Research Question Two-Determination Ill 
Research Question Three-Difference 113 

Implications for Practice 114 

Significance of the Study and Recommendations for 

Future Research 116 

Conclusions 118 

BIBLIOGRAPHY 121 

APPENDICES 

A. CORRESPONDENCE 128 

B. PRE-REGISTRATION MODELS SURVEY 132 

C. STUDENT SATISFACTION SURVEY 134 

D. GEOGRAPHIC DISTRIBUTION OF PARTICIPATING 
COLLEGES 137 



ABSTRACT 

There is a trend occurring in higher education that promotes the concept of 

customer satisfaction. Much of the literature points to a combined services approach, or 

one-stop shopping as it is commonly called, to serving students. As institutions of higher 

education compete for students, it is imperative to meet the needs of students in as many 

ways as possible. The primary purpose of this research project was to conduct an in-

depth, comprehensive study of student satisfaction associated with models of pre-

registration in conmiunity colleges in Texas. As a result, this research: (1) identified the 

pre-registration models currently used by Texas community colleges; and (2) compared 

the levels of student satisfaction with the different pre-registration models. 

These objectives were met through a review of the literature and the use of survey 

research using two instruments created by the researcher: (1) a pre-registration models 

survey and (2) a student satisfaction survey Descriptive statistics and analysis of 

variance were used to determine the empirical results of this study. The theoretical 

framework for this study was based on organizational theory. 

The pre-registration models survey was administered to registrars or admissions 

personnel from all 68 commimity colleges in Texas. After analysis of the data and the 

determination of the pre-registration models used by community colleges in Texas, a 

student satisfaction survey was administered to 517 students at twelve community 

colleges representative of the determined models. 

VI 



Information regarding which pre-registration model provides the highest levels of 

student satisfaction supplies empirical data so that community colleges can make 

decisions to implement the components of the most successful model or to realize the 

adequacy of their current model. 
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CHAPTER I 

INTRODUCTION 

Background of the Problem 

Customer satisfaction has long been recognized as a goal in the business world. 

The business community realizes the customer provides its lifeblood; thus, it 

continuously strives to please its customers. According to Guinta and Praizler (1993), 

"Your quest for satisfied customers is never over. For a company to remain viable, it 

must continually reevaluate its customer satisfaction levels. It must continually strive to 

hear the voice of its customers" (p. 38). Entrepreneurs, CEOs, and managers implicitly 

understand the value of a satisfied customer to the success of the business. Weaver 

(1995) points this out by stating, "Everyone begins to sense that satisfying external 

customers is not just a crisis, but a matter of survival. Everyone begins to understand 

that if customers aren't satisfied, the organization will go broke and everyone will lose 

his or her job" (p. 59). 

Higher education has not embraced the concept of students as customers until 

recently and; therefore, has not given "customer satisfaction" much emphasis. 

According to Kams (1993), "The delivery of student administrative services in United 

States higher education is famous for its level of frustration and hassle" (p. 27). The 

majority of students who have attended higher education institutions are familiar with the 

following scenario: The student tries to register for classes for the upcoming semester. 



After testing and waiting in line to see an advisor, the student stands in a different line to 

register. Then the student is sent to a different line or even an entirely different building 

to pay tuition and fees. Afterwards the student walks to another building and stands in 

yet another line to buy textbooks; that is if everything goes well. If a class is full or there 

is a hold on the student's record, the student may retrace his/her steps always starting 

over at the back of the line. As the student continues to wait in lines, his/her fixistration 

and anger mounts. Higher education's methods of handling these details of registration 

is often, "uncoordinated, ineffective, and a principal source of dissatisfaction among 

college students" (Kams, 1993, p. 27). 

Over time, Americans have become better informed consumers. Information on 

product comparisons is available to assist consumers in making the best purchase. 

According to Kams (1993), "higher education is now facing a generation of students who 

have become more informed consumers, demanding a level of university administrative 

service comparable to that which they receive fi-om other entities in society" (p. 27). For 

example, when purchasing most other products, customers are not forced to stand in 

multiple lines or travel to different buildings to pay for their purchases. Some businesses 

have gone so far as to not charge for the purchase if the customer stands in line longer 

than a certain time. Giczkowski (1990) supports the notion of students as customers in 

his statement that adult students see themselves as customers "who are free to take their 

tuition money elsewhere if they are not satisfied" (p. B2). In this age of competition for 

students, higher education institutions need empirical data regarding students' levels of 



satisfaction with particular support services in order to make needed changes and 

improvements in the way students are served. This study will supply some of the data 

needed. 

The business worid language of "repeat business" and "customer loyalty" can be 

equated to higher education language of "student retention" and "student satisfaction." 

No matter what the language, both worids are striving to not only attract but to also 

satisfy their consumer base. As the "What can you do for me that is better than your 

competitor?" consumer mentality grows, higher education institutions are forced to 

answer the question. According to Selleck (1996), "Campuses that are unable to do 

business better, faster and cheaper, will suffer declining enrollment while being saddled 

with rising administrative costs, obsolete methodologies, and reduced responsiveness to 

student needs" (p. 26). Unfortunately, there is a lack of data which can be used by 

institutions for comparative purposes and as a basis for making improvements that would 

result in the better, faster and cheaper performance of business to which Selleck refers. 

Traditionally, schools tout their rigorous academics, extracurricular activities, 

graduation rate, class size, and job placement rate. There is an inherent assumption that 

positive indicators in these areas also point to student satisfaction. Student satisfaction in 

itself is rarely promoted. Because the American consumer is becoming more demanding, 

it is important to measure the level of satisfaction students realize with particular aspects 

of their educational experience. This information will be beneficial to the institution 

because in the college and university context, a satisfied student means positive word-of-



mouth advertising and recommendations to others to enroll (Widdows & Hilton, 1990). 

Hartley and Berkowitz (1983), for example, found that compared to their dissatisfied 

counterparts, satisfied alumni contributed more money, were more likely to recommend 

the institution to others, and re-attend should they be interested in further education. 

To accommodate this new philosophy of "student as customer," some higher 

education institutions have spent time and/or money reorganizing and/or renovating to 

better serve their students. The public expects higher education to be more accessible 

and convenient. According to Garland (1985), students want an understandable, 

convenient, and flexible system for delivery of student services. For example, students 

want clear, step-by-step directions on how to become enrolled; they want access to 

services during a wide range of times-early momings as well as nights; and they want to 

be able to talk to a person or a machine—whichever is more comfortable for them. 

What is the best way to produce satisfied students? According to Dauphinais 

(1998) "One-stop shopping is the wave of the future' (p. 12). One-stop shopping 

includes any form of service where staff are cross-trained and can perform multiple tasks 

for the student at one location. For example, the one-stop shopping approach to 

registration allows a student to turn in his or her application form, residency form, 

register, and pay all at one office. Is the one-stop shopping environment that can meet 

student needs and provide services more efficiently and effectively the answer? There 

are many suggested benefits of the one-stop shopping model in higher education. First, 

to the institution-through increased enrollment, student satisfaction, increased retention. 



and enhanced reputation. Second, to students-from better experiences, improved 

institutional affiliation, and more reliable information. Third, to staff-through diversity 

of tasks, opportunities for growth, cross training, and job satisfaction (Dauphinais, 1998; 

DiMartile & Cover, 1994; Gleason, 1996; Kams, 1993; Lewis, 1996). 

Are the outcomes of one-stop shopping worth the investment in time and money 

necessary for institutions to change to this model? Is it necessary to reorganize or 

renovate to satisfy the students in the registration process? How important is the physical 

layout of the registration process to students? This study used the results of a student 

satisfaction survey to point registrars to the pre-registration model students find most 

satisfying. The availability of hard data enables institutions to make an educated 

decision regarding the necessity to improve their current pre-registration model. 

Registration procedures have evolved independently in community colleges. In 

the early 1900s registration took place by hand using pencil and paper. The headmaster 

would simply assign the student to a class and keep a record of enrollment by pencil and 

paper. In the 1960s the new technology provided a manually operated punch card system 

to simplify student registration (Bemis, 1964). The punch card system allowed clerical 

staff to enter registration information into the computer system in a batch. In the 1980s, 

the single most frequently implemented change was a shift to telephone registration 

(Walters, 1994). Students called a dedicated line, followed the voice prompts, and 

registered over the telephone. Not until the 1990s did students have the opportunity to 

utilize computerized technology to register. Using a web address, students can gain 



access to the institution's registration system. The student enters his/her name and a 

personal identification number. Then following the computer prompts, the student 

selects the desired courses and exits the system. Schools that allow on-line registration 

provide students access to computers for those who don't have their own. Young (1981) 

warns registrars that "Most important, as the registration process increasingly becomes 

mechanized, it must remain sensitive to needs of students" (p. 19). 

Despite an increased emphasis on recmiting and retaining students, pre-

registration models in Texas community colleges have never been determined. For this 

study, pre-registration models refers to the various types of physical lay-outs for pre-

registration. Of course, each college is aware of the model it uses for pre-registration; 

however, the models have never been categorized. Concomitantly, student satisfaction 

associated with particular pre-registration models has never been questioned. This study 

followed the advice of McCool (1984) who states, "Given the current emphasis on 

improvement of student retention rates, it would behoove postsecondary institutions to 

make an investment in the investigation of what factors might impact on the retention of 

their particular student body" (p. 35). The information gained from this study enables 

community colleges to evaluate their pre-registration lay-out and process to ensure 

optimum student satisfaction which contributes to retention. Given the competition to 

attract students, this information is cmcial. 

Knowledge of pre-registration models in Texas community colleges and the 

amount of student satisfaction associated with each model allows registrars and 



community college administrators to evaluate and improve the pre-registration model 

they use. In this era of emphasis on customer satisfaction, the quantified information 

provided fi-om this study will provide community college leaders with the data needed to 

make changes that will heighten student satisfaction with the pre-registration process. 

Purpose Statement 

The primary purpose of this research project was to conduct an in-depth, 

comprehensive study of student satisfaction associated with models of pre-registration in 

community colleges in Texas. As a result, this research: (1) identified the pre-

registration models currently used by Texas community colleges; and (2) determined the 

effects of pre-registration model and school size on student satisfaction. 

Objective One-Identify 

The purpose of this study was two-fold. The first objective was to identify the 

various models of pre-registration currently used in community colleges in Texas. Are 

the various components of the pre-registration process located in different buildings? For 

example, does the student have to go to one building to register and a different building 

to pay tuition and fees? Or, can students complete the registration process at one 

location? For example, can students register at one office and go to a different office in 

the same building to pay tuition and fees? Or, even more conveniently, can students 

register and pay on-line from their own homes? Or, can students go to one person in one 

office, such as found in a one-stop shopping approach, to complete registration? 



Objective Two-Detemiinp 

The second and most important purpose of the study was to detemiine the effects 

of pre-registration model and school size on student satisfaction. Once the highest levels 

of student satisfaction were correlated to a particular pre-registration model, other 

postsecondary institutions had a successful model to emulate. This information is 

important to colleges who, through an increased awareness of the importance of student 

satisfaction, are attempting to make changes and improvements to their pre-registration 

processes. 

Research Ouestions 

The primary purpose of this research was to conduct a comprehensive sturdy of 

student satisfaction associated with models of pre-registration in community colleges in 

Texas. By answering the following research questions, this study provided community 

colleges with information that will assist them in providing a more satisfying registration 

experience. 

Research Ouestion for Objective One 

Objective one was to identify the various models of pre-registration currently 

used in community colleges in Texas. To accomplish this objective, the following 

research question was asked: 

RQl: What are the pre-registration models currently used by Texas community 

colleges? 
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Research Ouestions for Objective Two 

The second objective was to determine the effects of pre-registration model and 

school size on student satisfaction. The research questions for objective two were: 

RQ2: What are the effects of pre-registration model and school size on student 

satisfaction? 

• Are there significant differences in the levels of student satisfaction with 

different pre-registration models? 

• Is there a significant difference in the levels of student satisfaction 

between the large and small community colleges? 

• Is there a significant interaction between model and size on satisfaction 

level of community college students? 

RQ3: Is there a significant difference between student perception of importance 

and student satisfaction'' 

Theoretical Perspective 

The theoretical perspective for this study was based on organizational theory. 

"People are bom, raised, and educated in organizations" (Bolman & Deal, 1991, p. 5). 

One's experiences with organizations may be pleasant or impleasant. Unfortunately, 

consumers are not always satisfied with their interactions with organizations. The 

business worid has always been aware of the importance of providing satisfying customer 

relations. For example, many businesses have implemented Total Quality Management 



(TQM) principles in their quest to improve customer satisfaction. Postsecondary 

institutions must also be willing to face the challenge of improving customer satisfaction. 

In order to make improvements, institutions must analyze the organizational 

functions of their institutions. Behind every effort to improve organizations lies a set of 

assumptions, or theories, about how organizations work and what might make them work 

better. Managers, consultants, and policy makers formally or informally draw upon a 

variety of theories in their efforts to change or improve organizations. However, 

according to Bolman and Deal (1991), the organization theory base itself is relatively 

new. Only in the last twenty-five years have social scientists devoted much time or 

attention to developing ideas about how organizations work or why they fail to work. 

The theory base is also diverse. Within the social sciences, several major schools of 

thought have evolved, each with its own ideas about how managers can best bring social 

collectives imder control: 

Rational systems theorists emphasize organizational goals, roles, and technology, 

and they look for ways to develop structures that best fit organizational purposes and 

environmental demands. This stmctural frame (Bolman & Deal, 1991), or managerial 

culture (Bergquist, 1992), or bureaucratic system (Bimbaum, 1988) emphasizes the 

importance of formal roles and relationships. Stmctures, commonly depicted by means 

of organization charts, are created to fit an organization's environment and technology. 

Organizations allocate responsibilities to participants and create mles, policies, and 

management hierarchies to coordinate diverse activities. Problems arise when the 
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structure, culture, or system does not fit the situation. At that point, some fonn of 

reorganization is needed to remedy the mismatch. 

Human resource theorists emphasize the interdependence between people and 

organizations. The human resource frame (Bolman & Deal, 1991) or developmental 

culture (Bergquist, 1992) focuses on ways to develop a better fit between people's needs, 

skills, and values, on the one hand, and their formal roles and relationships, on the other. 

From a human resource frame or developmental culture perspective, the key to 

effectiveness is to tailor organizations to people; to find an organizational form that 

enables people to get the job done while feeling good about what they are doing. 

Political theorists see power, conflict, and the distribution of scarce resources as 

the central issues. They argue that organizations are like jungles in which cooperation is 

achieved by managers who understand the uses of power, coalitions, bargaining, and 

conflict. The political fi-ame (Bolman & Deal, 1991) or negotiating culture (Bergquist, 

1992) or political system (Bimbaum, 1988) views organizations as arenas in which 

different interest groups compete for power and scarce resources. Conflict is everywhere 

because of the differences in needs, perspectives, and life-styles among various 

individuals and groups. Bargaining, negotiation, coercion, and compromise are all part 

of everyday organizational life. 

Symbolic theorists focus on problems of meaning. They are more likely than 

other theorists to find virtue in organizational misbehavior and to emphasize the limited 

ability of managers to create organizational cohesion through power or rational design. 

In the symbolic frame (Bolman & Deal, 1991) or the anarchical system (Bimbaum, 1988) 

11 



view, and sometimes the collegial culture (Bergquist, 1992), organizations are cultures 

that are propelled more by rituals, ceremonies, stories, heroes, and myths than by rules, 

policies, and managerial authority. 

Each body of theory purports to rest on a scientific foundation. Each theory 

offers its own version of what organizations are like and its own vision of what they 

should be like. Each provides a range of ideas and techniques to reach organizational 

effectiveness and efficiency. Only when managers, consultants, and policy makers can 

look through all four are they likely to appreciate the depth and complexity of 

organizational life. 

All of the community colleges surveyed in this study have a unique approach to 

satisfying their customers. To some, student satisfaction is imperative; to others, little 

emphasis is placed on satisfying customers. Even though the physical layout of pre-

registration ties them to a particular model, each college has its own distinctive 

organizational culture. For example, one carmot assume that all institutions comprising 

Model One are rational organizations, or that all institutions comprising Model Two 

follow human resource theory, or that all institutions comprising Model Three are 

political organizations, etc. Even though particular models favor particular 

organizational systems, each model and each college within the model is organized using 

a mixture of organizational systems. According to Bimbaum (1988), there are no 

colleges or universities that consistently reflect the "pure form" of any of the models of 

organizational theory. 

12 



One might assume that colleges comprising Model One, where students must 

travel to different buildings to complete pre-registration, predominantly follow rational 

systems theory. This is because one of the goals of the structural perspective as 

described by Bolman and Deal (1991) is to divide work into specialized roles, fimctions, 

and units. This division of work is clearest in Model One where students complete 

distinct pre-registration steps at different buildings. For example, in Model One the 

registrar's office is located in one building while the business office in located in a 

different building. The student is forced to go to both buildings in order to complete the 

specialized processes necessary for pre-registration at that institution. 

Model Two, where students may pre-register by going to different offices within 

the same building, and Model Three, the model that may use technology, telephone, in-

person, and/or one-stop shopping to complete the pre-registration process, most likely 

follow either rational systems theorists or human resource theorists or a combination of 

the two. This is because rational systems theorists place emphasis on the stmcture of the 

organization which may have resulted in changing and updating the stmcture of pre-

registration at these colleges. In addition, these colleges undoubtedly have a human 

resource perspective because of the emphasis on "people." Thus, colleges viewing their 

institutions through a combination of rational systems theory and human resource theory 

result in an organizational framework that is willing to evaluate the need for change and 

make the necessary changes to better serve the student. Colleges comprising Model 

Three seem to have progressed further than those in Model Two in their attempt to tailor 

their organization to fit their customers' needs. 

13 



The information gained from this study will be evaluated based on the 

organizational theory of the institution. Registrars and administrators must draw upon a 

variety of theories in their efforts to change or improve their institutions. The institutions 

can apply the findings to how their organizations work in order to determine how they 

might work better and provide more satisfied customers. The importance of the 

organizational theory lies in providing a framework to examine and interpret the findings 

of this study. The utilization of the information gained from this study will be 

determined by the organizational culture at each college and the emphasis placed on 

student satisfaction. Colleges operating under rational systems theoty and/or human 

resource theory are in an organizational culture that is more likely to benefit from the 

findings of this study because these theories support change that benefits students. 

Definition of Terms 

Researchers define terms so that readers can understand the context in which the 

words are being used or their unusual or restricted meaning (Castetter and Heisler, 1977). 

For purposes of clarity and potential replication by other researchers, the following 

operational definitions apply: 

Academic courses refers to college classes taken for academic credit. 

Admissions personnel refers to college staff knowledgeable of registration 

activities who work in the admissions office or office of the registrar. 

Class load refers to whether the student is attending full-time or part-time. 
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Educational ^oal refers to the purpose for being enrolled in college. For example, 

to complete a technical degree or certificate, a four year degree, for self-

improvement/pleasure, or job-related training, etc. 

Emplovment status refers to whether the student is working fiill time, part time or 

not at all as well as on campus or off campus. 

Enrollment status refers to the whether the student attends day, evening, or 

weekend classes. 

Grade point average (GPA) refers to the student's grade average. 

Pre-registration refers to the processes and procedures, excluding academic 

advising and testing, necessary to become enrolled and paid in an institution of higher 

education during the period of advance or pre-registration. 

Pre-registration models refers to the various types of physical lay-outs for pre-

registration. 

Registrar refers to the college official responsible for conducting enrollment 

activities and maintaining academic records. 

Registration refers to the processes and procedures, excluding academic advising 

and testing, necessary to become enrolled and paid in an institution of higher education 

on a set day/s for registration. 

School size refers to the number of students (headcount) enrolled in academic 

credit courses in an institution of higher education. In this study, colleges with less than 

5,000 students were labeled 'small," and colleges with 5,000 or more students were 

labeled "large." 
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Student satisfaction refers to the level of satisfaction associated with a particular 

pre-registration model. 

Total quality management is a cooperative form of doing business that relies on 

the talents and capabilities of both labor and management to continually improve quality 

and productivity using teams (Jablonski, 1992). 

Assumptions 

Assumptions tell what the researcher assumes to be tme or given in the study. In 

any research project, certain suppositions must be made. The following assumptions of 

this researcher were fundamental to the design and implementation of this research 

project: 

1. Various pre-registration m.odels can be identified in commimity 

colleges in Texas. 

2. All identified schools will fit one of the pre-registration models. 

3. Students will provide accurate and honest reflection on their pre-

registration experience. 

4. If a model is found to be more satisfying to students, not all 

institutions will change to that model. 

5. Importance and satisfaction regarding pre-registration can be 

measured. 

16 



Delimitations of the Study 

This research project was stmctured to be of an extensive and comprehensive 

nature m two ways. First of all, the entire population of public community colleges in 

Texas was surveyed to answer the first research question. Secondly, to answer the 

remaining research questions, approximately 200 students per model were surveyed. 

Despite the broad scope of the study, some delimitations were necessaty to ensure the 

manageability of the project. To better define the breadth of this study, the delimitations 

addressed how the study was narrowed in scope and stated what will not be included in 

the research. The following were delimitations of this study: 

This study confined itself to surveying registrars or admissions personnel and 

students associated with public community colleges in the state of Texas. 

This study considered registration for credit courses only. Students enrolling in 

continuing education (noncredit) classes were not part of the study. 

Even though there are other customers of community colleges, such as parents 

and employers (Lewis, 1996), this study only considered the student as the customer. 

This study examined the perceptions of students who participated in pre-

registration. 

Finally, this study sought only quantitative, empirical data. 
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Limitations of the Study 

Beyond the purposely imposed delimitations of the study, there were certain 

limitations which could not be avoided. Limitations identify potential weaknesses of the 

study. 

The instmment used to gather student satisfaction information required 

respondents to self-report their satisfaction, a potential limitation to the validity of any 

study. Another is that since many students are familiar with only the pre-registration 

model they have used, their perceptions are relative to their experience and they may not 

fully realize how satisfied they are. Finally, the results of this study are not generalizable 

to four-year postsecondary institutions since only community colleges were sampled. 

Significance of the Study 

The significance of the study lay in the determination of whether a particular pre-

registration model or school size (independent vanables) had a higher level of student 

satisfaction (dependent variable) associated with it. This study to determine pre-

registration models and compare student satisfaction associated with each model and 

school size was important for several reasons. First, there was no quantified data 

available that had determined the various pre-registration models curtently used in Texas 

community colleges. The availability of this data will allow registrars to communicate 

and compare their pre-registration procedures. Second, there was no quantified data 

available that had compared student importance and student satisfaction. According to 

Peterson (1996), "Most colleges and universities lack a tme 'customer service' attitude. 
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Services have been developed according to faculty and administrative edict and with 

limited input from students. Often students are required to follow regimented and 

antiquated procedures" (p. 168). This information is important because of the increased 

competition for students. Increased student satisfaction is important to community 

colleges as a tool to recmit and retain students. One college that implemented total 

quality management principles to enhance customer satisfaction had "26% fewer 

dropouts" than before the implementation (Spanbauer, 1993, p. 12). Third, as the 

philosophy of "the student as a customer" grows, this information can be used to make 

decisions regarding the necessity of changing current pre-registration models to meet 

consumer demand. 

Following Chapters 

The following chapters are the crux of the study. Chapter 11 reviews the literature 

on the development of commonitj' colleges, the concept of total quality management, the 

application of total quality management in education, the emergence of an emphasis on 

students as customers, the importance of customer satisfaction, the utilization of 

organizational theory, the description of pre-registration models, the relationship 

between student satisfaction and pre-registration, and the relation of student satisfaction 

to institutional size. 

Chapter 111 restates the problem, states the research questions, identifies the 

research design, explains the instmmentation, outlines the methodologies for population 

and sample selection, and describes the data collection and analysis. 
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Chapter IV presents the empirical findings of this research. It summarizes the 

analysis of the data. 

Chapter V includes a discussion of the findings, implications of the findings, 

recommendations for future study, and conclusions. 
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CHAPTER II 

REVIEW OF THE LfTERATURE 

This study proposed to investigate the common models of pre-registration in 

community colleges in Texas and then determine the effects of pre-registration model 

and school size on student satisfaction. The first section in the literature review contains 

the historical development of community colleges. This is followed by a description of 

Total Quality Management (TQM), specifically looking at the TQM principle of 

customer satisfaction followed by a section that emphasizes the importance of Total 

Quality Management in higher education. Next is a review of the literature explaining 

the importance of customer satisfaction which is tied to the study's dependent variable 

(responses to the student satisfaction survey). An explanation of the theoretical 

framework is next. Scholarly literature conceming the study's independent variable, pre-

registration models in Texas community colleges follows. The following section 

provides literature that relates the independent vanables (pre-registration models in 

Texas community colleges and school size) to the dependent variable (responses to the 

student satisfaction survey). Finally, a sunmniary of the literature review vwll complete 

this chapter. 
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Development of Community Colleges 

The American community college dates from the eariy years of the twentieth 

century. According to Cohen and Brawer (1989) the following social forces contributed 

to its rise: 

1 the need for workers trained to operate the nation's expanding 
industries; 

2. the lengthened period of adolescence, which mandated custodial 
care of the young for a longer time; 

3. the drive for social equality, which supposedly would be enhanced 
if more people had access to higher education; and 

4. the peculiar American belief that people cannot be legitimately 
educated, employed, religiously observant, ill or healthy unless 
some institution sanctions that aspect of their being, (p. 1) 

New technologies demanded skilled operators. Individual mobility was held in 

highest esteem, and those who applied themselves most diligently advanced most rapidly. 

These ideas permeating higher education early in the century fostered the development of 

new colleges. Medsker and Tillery (1971) observed, 

American public community colleges came into being near the 
tum of the last century, being conceived by a few itmovative educators of 
that period as the capstone unit of an integrated system of secondary and 
postsecondary education. Such two-year institutions were designed to 
meet more effectively the new knowledge requirements of a society 
caught in a dramatic shift from a mral-agricuhural to an urban-industrial 
base. (p. 13) 

The junior (community colleges) in the United States similarly grew out of the 

elementary and secondaty school systems of their surtounding communities. They were 

managed like other educational institutions in the local school system. Faculty members 
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were trained as teachers rather than as scholars or researchers, and administrators were 

just as likely to have received their advanced degrees in higher education as in a specific 

academic discipline (Bergquist, 1992). 

Probably the simplest reason for the growth of community colleges is that an 

increasing number of demands were being placed on the schools at evety level. 

Whatever the social or personal problem, schools were the social institutions expected to 

solve them. Historically, society has turned to educational institutions to address issues 

such as racial integration and unemployment. In fact, Cohen and Brawer (1989) suggest 

that, "The list can be extended to show that the responsibility for doing something about 

dmg abuse, alcoholism, teenage pregnancy, inequitable incomes, and other individual 

and societal ills has been assigned to the schools soon after the problems were identified" 

(p. 2). 

The easily accessible, publicly supported school became an article of American 

faith, first in the nineteenth century, when responsibility for educating the individual 

shifted from the family to the school, then in the twentieth, when the schools were 

unwarrantedly expected to relieve society's ills. The community colleges thrived on the 

new responsibilities; having no traditions to defend, no alumni to question their role, no 

professional staff to move aside, no statements of philosophy that prevented them from 

taking on responsibility for everything according to Cohen and Brawer (1989). 

Two generic names have been applied to two-year colleges. From their 

begirmings until the 1940s, they were known most commonly as junior colleges. At the 

second armual meeting of the American Association of Jimior Colleges, in 1922, a junior 
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college was defined as "an institution offering two years of instmction of strictly 

collegiate grade" (Bogue, 1950, p. xvii). William Rainey Harper, the first president of 

the University of Chicago, is usually identified as the father of the junior college 

movement in the United States (Hillway, 1958). Arguing that the pedagogical distinction 

between the first and last two years of college is greater than that between high school 

and college, he advocated the division of undergraduate institutions into "junior" and 

"senior" colleges (Harper, 1909). Two junior colleges were established on the basis of 

Harper's model: the Lewis Institute in Chicago (1896) and the Bradley Polytechnic 

Institute in Peoria, Illinois (1897). During the 1950s and 1960s, the term "junior college" 

was applied more often to the lower-division branches of private universities and to two-

year colleges supported by churches or organized independently, while "community 

college" came gradually to be used for the comprehensive, publicly supported 

institutions. By the 1970s, the term "community colleges" was usually applied to both 

types. Cohen and Brawer (1989) defined the community college as "any institution 

accredited to award the Associate in Arts or the Associate in Science as its highest 

degree" (pp. 4-5). According to Bergquist (1992), "The junior and community college 

movement is usually considered a public sector and twentieth-centuty phenomenon" (p. 

62). 

The development of community colleges should be placed in the context of the 

growth of all higher education in the twentieth centuty. As secondaty school enrollments 

expanded rapidly in the early 1900s, the demand for access to college also grew quickly. 

The states could have accommodated most of the people seeking college attendance 

24 



simply by expanding their universities' capacity. However, several prominent 

nineteenth- and early-twentieth-century educators wanted the universities to abandon 

their freshman and sophomore classes and relegate the function of teaching adolescents 

to the new junior colleges. These educators insisted that the universities could not 

become tme research and professional development centers until they relinquished their 

lower-division preparatoty work. 

The advent of the community college as a neighborhood institution did more to 

open higher education to broader segments of the population than did its policy of 

accepting even those students who had not done well in high school. Increased 

enrollments supported Palinchak's (1973) statement, "People are the community, and 

providing service to people is what the community college is all about" (p. 162). 

Throughout the nation as community colleges opened their doors, the percentage of 

students attending college expanded dramatically. According to Cohen and Brawer 

(1989), "During the 1950s and 1960s, whenever a community college was established in 

a locale where there had been no publicly supported college, the proportion of high 

school graduates in that area who began college immediately increased, sometimes as 

much as 50 percenf' (p. 12). Fueled by the high birthrates of the 1940s, this rapid 

expansion of community colleges was eagerly supported. Growth in budgets, staff, and 

students was normal. As enrollments and budgets were on an upswing, new programs 

were launched and new staff members were found to operate them. 

Obviously, expansion could not continue forever. In 1972, M. J. Cohen studied 

the relationship between the number of community colleges in a state, the state's 
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population density, and its area. He found that community colleges tended to be built so 

that 90-95 percent of the state's population lived within reasonable commuting distance, 

about 25 miles. When the colleges reached this ratio, the state had a mature community 

college system, and few additional colleges were built. As that state's population grew 

larger, the colleges expanded in enrollments, but it was no longer necessaty to add new 

campuses. 

"The remarkable growth of the two-year institution was due, in great part, to its 

curricular relevance, accessibility, and adaptability to constantly changing societal 

needs" (Palinchak, 1973, p. 28). Unlike the university's functions of research and 

scholarship, the curricular functions of the community colleges included academic 

transfer preparation, vocational-technical education, continuing education, remedial 

education, and community service. A brief description of each of the curricular 

functions follows. 

According to Cohen and Brawer (1989), the academic transfer, or collegiate, 

studies were meant to fulfill several institutional purposes: a popularizing function, a 

democratizing pursuit, and a function of conducting the lower division for the 

universities. The popularizing function was to have the effect of advertising higher 

education. This function promoted the community college by showing what it could do 

for the individual and encouraging people to attend. The democratizing function was 

realized as the community colleges became the point of first access for people entering 

higher education. The function of relieving the universities from having to deal with 

freshmen and sophomores was less pronounced. Instead, community colleges made it 
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possible for universities everywhere to maintain selective admissions requirements. 

Diener (1986) states, "To a lesser extent, the provision of a general education useful to 

many citizens was an eariy junior college function; to a greater extent, the intent to 

provide a college fransfer program-one which provided the two year general education 

component of a four-year liberal arts program-was a legitimate, indeed laudable, 

function" (p. 8). 

According to Bergquist (1992), "Offering courses in areas where clear curricular 

guidelines could be defined and where the desired competencies of students could readily 

be specified, these colleges focused on vocational preparation," (p. 58.) Vocational-

technical education was a function of the community college from the begirming. Career 

education in the two-year colleges was designed to teach skills more complicated than 

those taught in high schools. According to Diener (1986), "As the country became more 

heavily industrialized, as business and commerce expanded, the need for trained 

technicians, accountants, and clerical persormel increased rapidly" (p. 8). The vocational 

or job training function became an important mission of any community college. 

Additionally, "the commimity college not only prepares men and women for initial 

employment but provides programs to retrain and upgrade those who have been 

displaced from present jobs or forestalled in their advancement to better positions" 

(Gleazer, 1968, p. 53). Between new students enrolling specifically for the purpose of 

vocational training and adults enrolling to retrain and upgrade their present skills, "the 

percentage of students in career education had reached parity with that in the collegiate 

program by the 1970s" (Cohen 8c Brawer, 1989, p. 18). 
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The continuing education function arose eariy, and the percentage of adults 

enrolled increased dramatically. "The expanding and changing properties of knowledge 

as well as the variable needs and interests of the leamer call for a concept of lifelong 

learning and hence continuous opportunity for education" (Gleazer, 1968, p. 82). 

Continuing education has a popular interest in self-help and job upgrading. Continuing 

education courses include classes taken strictly for recreation such as dance and pottety. 

Other continuing education classes have a more academic emphasis such as providing 

training on a new word processing software that is necessaty for a job promotion. 

"Programs of continuing education are in the middle ground between community service 

and academic credit" states Cohen and Brawer (1987, p. 55). 

Remedial education—also known as developmental, preparatory, or compensatoty 

studies—grew as a function of the community colleges. According to Cohen and Brawer 

(1987) there are three categories of remedial education: classes for non-native-English 

speakers; remedial studies for young matriculants whose high school preparation was 

inadequate; and basic literacy training for functionally illiterate adults. Remedial 

education focuses on basic skill development. Students who have weak skills in reading, 

writing, and/or math must increase their basic skills to college-level in order to be 

successfiil in college courses. According to Palinchak (1973), there is an overwhelming 

need to provide educational services to the marginal or disadvantaged student by use of 

remedial or developmental studies even though "there is nothing remedial about 

learning grammar or arithmetic for the first time, even if the leamer is older than most 

others with comparable leaming capacity" (p. 128). 
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The community service function was pioneered by private junior colleges and by 

mral colleges, which often served as the cultural centers for their communities. The 

community service function included a wide range of cultural and recreational events 

sponsored by the colleges but open to the public as well as to students. Today, 

community service activities are broad. According to Gleazer (1968), "they seem limited 

only by the creativity of leadership, the objectives of the institution, interest in the 

community, the means available, and provisions made by other institutions and 

organizations" (p. 86). They may include programs that do not fit the standard 

curriculum, such as short courses or courses devised especially for particular groups. 

New courses may be tried out in community service before they are proposed for the 

regular programs. Concerts, recitals, and other musical events, art exhibits, lectures, 

seminars, theatrical productions, and film series all find a home in the community 

service area. Other activities include health or book fairs, special days highlighting a 

particular ethnic group, tours of local cultural facilities, community-based fomms, and 

historical celebrations. 

Community colleges have affected notable changes in American education, 

especially by expanding access. "Any histoty of twentieth-centuty junior and conmiunity 

colleges or any historical document that concems them is filled with growth charts and 

statistics about increasing access of young, middle-class men and women to higher 

education" (Bergquist, 1992, p. 62). Higher education was not accessible to the masses 

until the middle of the twentieth century. Until then most students were from the middle 

and upper classes. The GI Bill, implemented after World War II, provided the first large-
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scale financial aid packages supporting tuition and living expenses for veterans. As the 

numbers of students attending college increased, the composition of the student body 

underwent a drastic change. College was no longer only for the wealthy and cultured. 

The community colleges reached out to attract those who were not being served by 

traditional higher education: those who could not afford the tuition; who could not take 

the time to attend college on a full-time basis; whose ethnic background had constrained 

them from participating; who had inadequate preparation in the lower schools; whose 

educational progress had been intermpted by some temporaty condition; who had 

become obsolete in their jobs or had never been trained to work at any job; who needed a 

coimection to obtain a job; who were confined in prisons, physically handicapped, or 

otherwise unable to attend classes on a campus; or who were faced with increased leisure 

time. A 1947 report from the President's Commission on Higher Education (Hillway, 

1958, p. 3) offers the following observation: 

Only a few decades ago, high school education in this country was 
for the few. Now most of our young people take at least school work. 
Until recently, college education was for the very few. Now a fifth of our 
young people continue their education beyond the high school. Many 
young people want less than a full four-year college course. The two-year 
college is about as widely needed today as the four-year high school was a 
few decades ago. Such a college must fit into the community life as the 
high school has done. 

The community college opened its doors to those who would otherwise never 

consider further education thus, the "open door" philosophy of admissions to education. 

According to Palinchak (1973), "The success of the community college concept is 
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measured by the ability to extend the college to the community with a full range of 

services" (p. 156). 

Community colleges have experienced significant success as well as growth over 

the years. According to O'Banion (1989), "The community college as an institution is 

one of the most important innovations in the histoty of higher education" (p. 1). 

Community colleges provide low-cost but high-quality postsecondaty opportunities for a 

broad array of clients, from first-generation college students to working adults and senior 

citizens. They are the major point of entty into higher education for many of America's 

low-income youth, underrepresented ethnic minorities, and new immigrants. They serve 

students of all ages who want to eam academic degrees, as well as nonfraditional 

students seeking specific skills in nondegree programs. And, more than any other 

postsecondaty sector, they have strong links to their communities, responding to local 

needs and interests in a manner and to an extent not seen in local public or private four-

year colleges, proprietaty schools, or research universities (Levine, 1993). 

Tillety and Deegan (1985) summarize by describing four generations of 

development of community colleges in the United States. In the early period, 1910-1930, 

the colleges were organized primarily as extensions of high schools. In the second era, 

1930-1950, the colleges were more likely to be formed within separate local districts and 

were known as Junior colleges. State-level coordination marked the third generation of 

development, 1950-1970, where the Community college evolved. Since 1970 

institutional consolidation, with a shift toward increased state control and funding, has 

been dominant and has brought about the Comprehensive community college. 
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According to Deegan (1994), "The fifth generation of community colleges has not been 

completed, but it may eventually be known as the generation of the entrepreneurial 

college" (p. 320). Deegan (1994) continues to say "... the entrepreneurial spirit has also 

spilled over into the public service sector and is reflected in a growing number of 

proposals and calls for the use of more entrepreneurial activities as a supplement to other 

processes" (p. 320). In agreement, Peter Dmcker (1985) states, "The need for 

innovation and entrepreneurship is clear. Public service institutions now have to learn 

how to build those qualities into their own systems" (p. 186). Thus community colleges 

of today may address public service concems from the perspective of total quality 

management. One component of importance to this study was that of customer 

satisfaction, a long-standing management principle and an integral part of total quality 

management. 

Total Ouality Management 

Business and industty are continuously searching for better ways to do business. 

What will increase profits, decrease expenses, and increase customer satisfaction and 

loyalty? Many companies wanting to emphasize customer satisfaction have implemented 

total quality management principles. "In nearly all cases, those using total quality 

management techniques achieved greater customer satisfaction" (Jablonski, 1992, p. 27). 

Total quality management (TQM) is a philosophy and a set of guiding principles that 

represent the foundation of a continuously improving organization (Pyzdek, 1991). It is 

the application of quantitative methods and human resources to improve the material and 
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services supplied to an organization, all the processes within an organization, and the 

degree to which the needs of the customer are met; currently, and in the futtire. It 

integrates fundamental management techniques, existing improvement efforts, and 

technical tools under a disciplined approach focused on continuous improvement. 

The importance of controlling the quality of industrial products was recognized in 

the eariy 20th centuty. In the 1920s, Walter Shewhart first introduced statistical process 

control (SPC) charts to monitor quality in mass production manufacturing. During the 

1930s, SPC techniques were expanded. SPC techniques provided an efficient method for 

confrolling the quality of mass-produced goods. These techniques were expanded, 

perfected, and successfully applied to the mass production of weapons and war matenals 

during World War H. 

In the early 1950s, Armand V. Feigenbaum coined the term total quality confrol 

(TQC), and W. Edwards Deming and Joseph M. Juran, among others, were invited by 

General Douglas MacArthur to teach SPC techniques to the Japanese during the 

occupation after World War II. Deming and Juran both met and influenced Kaom 

Ishikawa, who became Japan's foremost expert in company-wide quality control 

(CWQC). Philip Crosby alerted the public to the importance of quality at a time when 

few American managers listened. 

Japanese manufacturing companies have used statistically based SPC since the 

early 1950s. Statistical quality confrol was sfrongly promoted by powerful political and 

economic forces and these principles have evolved into a team-based management 

philosophy called TQC or CWQC. No such forces encouraged the quality effort in the 
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United States until the mid-1980s. As a consequence, quality concepts were slow to 

reach American firms. The theories and techniques underlying TQM were ignored in 

favor of fraditional, top-down, hierarchical management by objectives or results-oriented 

approaches. Deming, Juran, and Ishikawa are recognized by the Japanese as the 

intellecttial "godfathers" of their economic miracle. Deming refined his teaching into 

Fourteen Points intended to guide American quality and improvement efforts. Deming's 

Fourteen Points are as follows: 

1 Create constancy of purpose toward improvement of product and 
service with a plan to become competitive and to stay in business. 
Decide to whom top management is responsible. 

2. Adopt the new philosophy. We are in a new economic age. We 
can no longer live with commonly accepted levels or delays, 
mistakes, defective materials, and defective workmanship. 

3. Cease dependence on mass inspection. Require, instead, statistical 
evidence that quality is built in to prevent defects rather than detect 
defects. 

4. End the practice of awarding business on the basis of a price tag. 
Instead, depend on meaningful measures of quality, along with 
price. Eliminate suppliers that carmot provide statistical evidence 
of quality. 

5. Find problems. It is management's job to work continually on the 
system (design, incoming materials, composition of material, 
maintenance, improvement of machines, fraining, supervision, 
refraining). 

6. Institute modem methods of fraining on the job. 

7. The responsibility of foremen must be changed from sheer 
numbers to quality which will automatically improve productivity. 
Management must prepare to take immediate action on reports 
from foremen conceming barriers such as inherited defects. 
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machines not maintained, poor tools, and fuzzy operational 
definitions. 

8. Drive out fear, so that evetyone may work effectively for the 
company. 

9. Break down barriers between departments. People in research, 
design, sales, and production must work as a team to foresee 
problems of production that may be encountered with various 
materials and specifications. 

10. Eliminate numerical goals, posters, and slogans from the work 
force, asking for new levels of productivity without providing 
methods. 

11. Eliminate work standards that prescribe numerical quotas. 

12. Remove barriers that stand between the hourly worker and his 
right to pride of workmanship. 

13. Institute a vigorous program of education and refraining. 

14. Create a structure in top management that will push evety day on 
the above 13 points. (Milakovich, 1995, p. 227) 

In addition to the Fourteen Points, Deming spoke about the customer and making both 

the customer and supplier part of the production process. Conway echos Deming's 

emphasis on the customer in his statement, "For, without customers there would be no 

jobs" (Conway, 1992 p. 205). 

W. Edwards Deming and Joseph M. Juran are recognized as the founders of 

TQM. These two men taught total quality management principles woridwide. Japan 

embraced the TQM principles in the early 1950s, whereas, the United States did not 

begin to integrate TQM into the workplace until the 1980s. As total quality management 

began to dictate production standards in the Japanese market, the previous lack of 
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emphasis on quality reversed to a strong emphasis on quality. Japan was no longer 

known for creating and fransporting cheap, shoddy goods. Rather, Japanese products 

gained the reputation of being of high quality. American businesses began to feel the 

competition from the Japanese and investigated the cause. The ttim around in Japanese 

product quality could be attributed to the TQM principles Japan had inculcated into their 

market based on the teaching of Deming and Juran (Jablonski, 1992; Milakovich, 1995; 

Pyzdek, 1990). 

According to Jablonski (1992), there are three ingredients necessaty for TQM to 

flourish in any company: (1) participative management; (2) continuous process 

improvement; and (3) the use of teams. In addition, there are positive characteristics that 

allow for the successful implementation of TQM. According to Hakes (1992), these 

atfributes include the following six key concepts of TQM: 

1. Customers, 

2. Never-ending improvement, 

3. Confrol of business processes, 

4. Upstream preventive management, 

5. Ongoing preventive action, 

6. Leadership and teamwork, (p. 11) 

The concept of most interest in this study relates to customer satisfaction. Total quality 

management emphasizes the relationship between customer satisfaction and business 

success. According to Hakes (1992): 
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Successful organizations realize that a major factor in Total 
Quality improvement is monitoring performance in meeting or exceeding 
customer requirements. The TQM concept of customer satisfaction 
provides the basis for establishing competitive measures, performance 
targets, better communications and, in consequence, a process of 
continuous improvement. This is the real aim of TQM and the only basis 
on which companies will achieve world-class performance in the 90s. (p. 
11) 

As American business began directing attention to quality issues in the 1980s, the 

need for a definition or measurement of quality became apparent. The business world 

looks to the examination criteria for the Malcolm Baldrige National Quality Award as an 

excellent starting point in defining quality. The Malcolm Baldrige National quality 

Improvement Act of 1987, Public Law 100-107, signed by President Reagan on August 

20, 1987, established an annual United States Quality Award. The purposes of the 

Award are to promote quality awareness, to recognize quality achievements of U.S. 

companies, and to publicize successful quality sfrategies. There are seven evaluation 

categories, each with a maximum number of points allowed, for the Malcolm Baldrige 

National Quality Award: 

Leadership, 90 points. 

Information and analysis, 80 points. 

Strategic quality planning, 60 points. 

Human resource development and management, 150 points. 

Management of process quality, 140 points. 

Quality and operational results, 180 points. 

Customer focus and satisfaction, 300 points (Jablonski, 1992, p. 63). 
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Interestingly, the Customer Focus and Satisfaction section occupies almost more than 

double points compared to the other categories. The Customer Focus and Satisfaction 

section examines the company's knowledge of the customer, overall customer service 

systems, responsiveness, and its ability to meet requirements and expectations. It also 

examines current levels and trends in customer satisfaction. 

The fact that the Malcolm Baldrige National Quality Award places so much 

emphasis on the customer is indicative of the business world's awareness of the critical 

role the customer plays in their success. According to Conway (1992), "The underlying 

mission of any viable organization must be to please customers" (p. 205). 

In a survey of the 20 highest-scoring applicants for the Malcolm Baldrige 

National Quality Award conducted by the U.S. General Accounting Office, it was found 

that those using TQM techniques achieved better employee relations, greater customer 

satisfaction, higher productivity, improved profitability, and increased market share 

(Jablonski, 1992). The customer satisfaction section of the survey encompassed issues of 

overall satisfaction, customer complaints, and retention rates and reported that it takes 

one-fourth as much company resources to keep an existing customer than to attract a new 

one. 

Postsecondaty institutions must perceive students as their customers. "Successful 

organizations realize that a major factor in Total Quality improvement is monitoring 

performance in meeting or exceeding customer requirements'" (Hakes, 1992, p. 11). 

Therefore, attention needs to be placed on the needs of the student. 
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This study proposed to determine, through a student satisfaction survey, the pre-

registration model used by community colleges in Texas that has the highest level of 

student satisfaction. Just as the business worid strives to please the customer in order to 

generate repeat business, postsecondaty institutions strive to please the customer in order 

to atfract and retain students. According to McCool (1984), "If they are to be retained 

within the educational system, students need to perceive their educational experiences in 

a positive manner" (p. 29). Satisfied students are more likely to enroll and continue to 

attend a college that has provided a satisfying experience for them. According to Kams 

(1993), "Unpleasant experiences with campus administrative offices contributes to 

student dropouts and transfers to other colleges" (p. 27). TQM supports the concept that 

colleges have customers just like any other business, and that student customers are 

paying for a service. The college's product is education. The information gained from 

this study provided postsecondaty institutions a successfiil model of pre-registration to 

emulate. Community colleges can make changes to enhance student satisfaction based 

on the data obtained from this study. 

Total Oualitv Management in Education 

Total Quality Management is nothing new to the business world. Business and 

industty have long been aware of the importance of satisfying customers. Not until 

recently has higher education began to consider the benefits of considering students as 

customers. Institutions of higher education must follow the example set by the business 

world and promote customer satisfaction. If colleges advocate student satisfaction then, 
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according to Seidman (1991), "These students in tum should achieve their academic and 

personal goals more fully than those students who are not satisfied with the institution or 

its envirorunenf (p. 12). 

Institutions of higher education generally, and community colleges specifically, 

are facing increased accountability and competition, declining resources and enrollments, 

and unprecedented consumerism (Nord, 1995). This study looked specifically at student 

satisfaction with the pre-registration process and lay-out. The determination of a pre-

regisfration model that provides the highest level of smdent satisfaction is important to 

community colleges, because, according to Brooks and Hammons (1993), "a service 

organization lives or dies on the basis of its ability to provide satisfaction" (p. 27). The 

business world has always focused on the importance of the customer and the detriments 

of losing a customer. According to Daniel Seymour (as cited in Kotler & Fox, 1995), 

"Developing a lot of happy satisfied customers—whether they are students, parents of 

students, alumni, professors, or industty employers—should be a primaty goal in higher 

education" (p. 41). It has been suggested that in the 1990s the average business would 

lose 20 percent of its customers because of dissatisfaction with service (Timm, 1990). 

Taken in conjunction with reports which estimate that, "the cost of obtaining a new 

customer is five times greater than servicing an existing one," the importance of 

providing quality service and satisfaction cannot be overemphasized (Szabo, 1989 p. 22). 

In the college and university context, a satisfied student means positive word-of-

mouth advertising and recommendations to others to enroll (Widdows & Hilton, 1990). 

Enis (1977), for example, found that attention to long-term student satisfaction paid 
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handsome dividends to the university, including monetaty contributions, word-of-mouth 

advertising, and future enrollments. 

Just as there are businesses that represent a successful implementation of TQM, 

there are also examples of higher education institutions who have changed their focus to 

satisfying their customers: 

Originally, student concems at Burlington County College in New Jersey, were 

handled on an ad hoc basis. Each department or area had its own informal method for 

dealing with students needing help. When responding to student requests, support staff 

attempted to adhere to procedures, but the adminisfrators would frequently overmle 

them. This resulted in frontline staff feeling fmstrated and students not accepting their 

word. To solve the problem, staff representatives proposed a pilot project that would 

address students' problems and define quality customer service. Rather than adopt a 

program from another institution, the team decided to develop its own customer service 

philosophy. College employees authored the customer service development manual, 

presented the fraining, and wrote, acted, and produced the videotaped case sttidies. 

Employees of Burlington County College believe the benefits have been enormous-not 

only for their customers but for those employees who feel responsible for their 

achievements and who are recognized and rewarded for their team efforts (Beller, 1994). 

The Comprehensive Sttident Success Program at Midlands, South Carolina, pairs 

the use of computerized student transcript information with a variety of staff training 

initiatives that introduce advisors to the concepts of customer service and developmental 

academic advising. The primaty goals of this program are to reduce attrition, increase 
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the utilization of student support services, and involve all sttidents in orientation and 

advising programs. Each new sttident meets with a counselor to develop a student 

educational plan. The student and counselor discuss the educational plan and use the 

information to schedule first term courses. In addition to its use by counselors, the 

computerized database is used to generate letters referring students to college services 

that match their academic needs, such as tutoring and workshops. Increased student 

enrollment revenues gained from the higher retention rates have helped the college 

support the costs of running this advising and retention program (McKinney, 1997). 

Winthrop University in South Carolina has found the secret to involving its 

constituents in the TQM process-focus the efforts on helping students succeed. Three 

years ago, the university had a TQM consultant frain 40 of the institution's top 

administrators. At that time, three teams were formed. All of the teams are cross-

functional and voluntaty. Faculty, staff, and adminisfrators are matched with the team's 

project. Evetyone has a voice and role to play and when they come up with a practical 

idea, it is implemented. The benefits are obvious. Faculty members who have been 

teaching one way for 15-20 years change as a result of their participation on a team. 

Other offices are willing to take on additional responsibilities. Their goal is to add to 

student success (Black, 1995). 

Dowling College in New York is a place where TQM is ingrained into evety 

aspect of the college's operations-from strategic plaiming to serving the students. 

Dowling uses partnerships to serve it primaty customers-the students. Dowling offers 
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the programs that students want at the time they want and at the places they want. At 

Dowling customer satisfaction doesn't mean giving evety student an "A". It means 

breaking down evety obstacle toward the real mission of educating students (Mogavero, 

1995). 

As illustrated in the above examples, there are many higher education institutions 

that are making changes that result in a more satisfied student. According to Conway 

(1992): 

The underlying mission of any viable organization must be to 
please customers. Pleasing customers requires communicating to 
understand their wants and needs. Most successful organizations also 
anticipate what the customer will want in the future and make continuous 
improvements with the customer in mind. The ultimate customer to 
please is the extemal customer who uses the organization's product or 
service, (p. 205) 

The completion of this study provided community colleges m Texas empirical 

data to support a decision regarding the necessity to make changes toward emulating a 

pre-registration model with which students .are most satisfied. 

Customer Satisfaction 

Most colleges and universities lack a tme "customer service" attitude. Services 

have been developed according to faculty and adminisfrative edict with limited input 

from students. Often students are required to follow regimented and antiquated 

procedures such as standing in long lines, going from office to office or even worse, from 

building to building to be served, and suffering from a lack of technology utilization by 

the institution. But higher education is now facing a generation of students who have 
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become more informed consumers, who demand a level of service comparable to that 

which they receive from other entities in society, and who have heightened expectations 

about student service because of the increased costs of attending college (Kams, 1993; 

Palmer, 1994). Postsecondaty institutions must be willing to meet or surpass the 

students' expectations. According to Bemard Gleason (1994), "We need to understand 

the needs of our customers and to think in ways that will meet the simple objective of our 

customers: reduce paperwork and improve service" (pp. 162-163). Improving service 

may be a goal that is not simple to achieve. As one observer notes (Giczkowski, 1990) 

"adult students have been conditioned to believe that the customer is always right" (p. 

B2). Consciously or not, they see themselves as customers who are free to take their 

tuition money elsewhere if they are not satisfied. "Fmstrated by lines, bureaucracy and 

hassles students will look for a quick bypass v/herever they see useless tangle or time-

wasting processes" (Lonabocker, 1994, p. 22). 

The business world has long been aware of the importance of customer 

satisfaction. Recently institutions of higher education have embraced the concept of 

promoting customer (student) satisfaction. Unfortvmately, higher education is behind in 

its way of thinking about customer satisfaction as explained by Peterson (1994): 

Generally, industty trends in management and technology precede 
by a decade higher education's use of them in support services. Industty 
is a good reference point for higher education because it not only faces the 
same challenges as higher education in that it constantly competes for 
customers, but also seeks the same objectives: to provide improved 
services and product satisfaction and keep costs within a competitive 
margin, (pp. 162-163) 
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Unfortunately, according to Feigenbaum (1993), "Amencan education flunks 

when It comes to understanding what the quality revolution is all about" (p. 1). 

Postsecondaty instittitions face not only the problem of pleasing the customer but, also 

the problem of financing customer improvements without passing the associated costs 

directly to the consumer. Customer-centered services, customer satisfaction, and one-

stop customer service are worthy objectives for higher education to consider. Despite 

financial consframts, the "quality movement" joined with "professional pride" are 

motivators for elevating the level of professional practice and improving customer 

service standards (Palmer, 1994). According to a study by Lindemann (1987), "The 

college should define what it expects from staff members conceming "customer service," 

a concept not new to business. Banks and airlines, for example, have come to realize 

that their product is "service," not just money transactions or transportation. "Friendly 

service" is the major theme in much of their advertising. Colleges need to develop 

mechanisms to assure that students feel that there is a high level of concem and caring on 

the part of the staff' (pp. 4,9). 

In summaty, it is clear that the business world realizes the importance of 

customer satisfaction and conspicuously markets that concept. Indeed, institutions of 

higher education are realizing the importance of treating students as customers as well. 

If institutions make changes and improvements based on the information gained from 

this study, community colleges in Texas will have data to support their claim that their 

students are important to them as customers. 
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Organizational Theoty Base 

"The proliferation of complex organizations has made almost evety human 

activity a collective one" (Bolman & Deal, 1991, p. 5). People are bom, raised, and 

educated in organizations. Participation in organizations can be positive as people work 

in them, rely on them for goods and services, allow them to bring entertainment into their 

homes, and take advantage of the high standards of health care and education created by 

these organizations. Unfortunately, consumers are aware of the darker side to 

organizations. They often firusfrate and sometimes exploit the people who work in them 

as well as their customers. Too often, their products do not work, their students leam 

vety little, their patients remain ill, and their policies make things worse instead of better. 

The information gained from this study is important to colleges that are 

attempting to make changes and improvements that will result in a better satisfied 

customer. 

Strategies for Improving Organizations 

Many times a sfrategy for improving organizations is successful; many times it is 

not. There will always be a need for organizational improvement. This study provides 

data that will help improve the physical organization of pre-regisfration in community 

colleges in Texas. Utilization of the information resulting from this study will create a 

better organization and thus a more satisfied customer. 

Behind every effort to improve organizations lies a set of assumptions, or 

theories, about how organizations work and what might make them work better. 
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Managers, consultants, and policy makers formally or informally draw upon a variety of 

theories in their efforts to change or improve organizations. However, according to 

Bolman and Deal (1991), the organization theory base itself is relatively new. Only in 

the last twenty-five years have social scientists devoted much time or attention to 

developing ideas about how organizations work or why they fail to work. 

Models of Organizational Functioning According to Bolman and Deal 

All organizations have goals, boundaries, levels of authority, communication 

systems, coordinating mechanisms, and distinctive procedures, according to Bolman and 

Deal (1991). How to stmcture itself is one of the central issues facing any organization. 

Bolman and Deal define stmcture as "an outline of the desired pattem of activities, 

expectations, and exchanges among executives, managers, and employees, and customers 

or clients." The shape of the formal stmcture vety definitely enhances or constrains what 

an organization is able to accomplish. 

The Stmctural (Bureaucratic) Frame. The stmctural view has two main 

intellectual sources according to Bolman and Deal (1991). The first is found in the work 

of industrial psychologists who wanted to determine how organizations could be 

constmcted for maximum efficiency. The most prominent of these researchers was 

Frederick W. Taylor. Another group of theorists who contributed to the scientific 

management approach included Henty Fayol (1949), Lyndall Urwick (1937), and Luther 

Gulick (Gulick & Urwick, 1937). Their pnmaty focus was on developing a set of 
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principles about specialization, span of control, authority, and delegation of 

responsibility. 

The second branch of stmctural ideas is rooted in the work of the German 

sociologist Max Weber. Weber wrote at the tiim of the centtity, when formal 

organization was a relatively new phenomenon. Patrimony, rather than rationality, was 

still the customaty organizing principle. Patrimonial organizations usually had a father 

figure, a single individual with almost unlimited power over others. Weber (1947) saw 

some of the major limitations of patrimonial organizations and sought to conceptualize 

an ideal organizational form that maximized norms of rationality. After the Second 

World War, Weber's work was rediscovered by organization theorists and has since 

spawned a substantial body of theoty and research. Among others, Blau and Scott 

(1962), Pertow (1986), and Hall (1963) have contributed significantly to the extension of 

the bureaucratic model. Their work has examined the relationships among the elements 

of stmcture, looked closely at why organizations choose one stmcture rather than 

another, and examined the impact of stmcture on morale, productivity, and effectiveness. 

The stmctural (bureaucratic) perspective is based on the following set of core 

assumptions (Bolman &. Deal, 1991, p. 48): 

1. Organizations exist primarily to accomplish established goals. 

2. For any organization, a stmctural form can be designed and implemented 
to fit its particular set of circumstances (such as goals, strategies, 
environment, technology, and people). 

3. Organizations work most effectively when environmental 
turbulence and personal preferences are consfrained by norms of 
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rationality. (Stmcture ensures that people focus on getting the job 
done rather than on doing whatever they please.) 

4. Specialization permits higher levels of individual expertise and 
performance. 

5. Coordination and confrol are essential to effectiveness. 
(Depending on the task and environment, coordination may be 
achieved through authority, mles, policies, standard operating 
procedures, information systems, meetings, lateral relationships, or 
a variety of more informal techniques.) 

6. Organizational problems typically originate from inappropriate 
stmctures or inadequate systems and can be resolved through 
restmcturing or developing new systems. 

The stmctural approach is often associated with red tape and routine, and the 

word bureaucracy often conjures up images of inefficiency and rigidity. But the 

stmctural perspective is not as machinelike or as inflexible as many believe. The 

assumptions reflect a belief in rationality and that the right formal arrangements can 

minimize problems and increase quality and performance. This culture encourages the 

formulation, clarification, and maintenance of clear goals at all levels of the 

organization. Furthermore, this culture places great emphasis on rationality. As Bolman 

and Deal also observe (1991), attention is devoted, from a stmctural perspective to two 

major objectives: (1) the division of work into specialized roles, functions, and units, and 

(2) the creation of organizational units and functions that help to coordinate and integrate 

these specialized elements vertically and horizontally into the organization. According to 

Bergquist (1992): 

As academic organizations become larger and increasingly 
responsive to diverse and often contradictory community and societal 
needs, the role of both specialization and integration becomes critical to 
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an organization's survival. Certainly, some of the most important benefits 
derived from the managerial culture and the stmctural perspective in 
higher education are the creation of both fraditional and nonfraditional 
organizational stmctures to meet these complex demands, (p. 221) 

The stmctural perspective, however, has also been a source of considerable 

dismption and disappointment. First, the formal stmctures of an organization may or 

may not be linked to the informal political processes that are required to move ideas and 

programs through a collegiate institution. Furthermore, formal stmctures carmot protect 

individuals in the organization from the abuse of power or for the seeming irrationality 

associated with these political processes. A second problem concems the need for an 

appropriate set of attitudes to accompany any stmctural changes. According to Bergquist 

(1992), a third problem associated with the stmctural frame concems the interpersonal 

skills that are needed for members of an organization to live and work within a specific 

stmcture. 

The Human Resource Frame. The sfructural perspective focuses on the way that 

stmcture develops in response to an organization's tasks and environment. "The human 

resource frame adds an additional dimension-the interplay between organizations and 

people" (Bolman & Deal, 1991, p. 120). It starts from the premise that people's skills, 

insights, ideas, energy, and commitment are an organization's most critical resource. 

Organizations, however, can be so alienating, dehumanizing, and fmstrating that human 

talents are wasted and human lives are distorted. According to Bergquist (1992), "the 

human resource frame grew out of the identification of differing personal needs among 
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members of organizations and the recognition that an organization services its own best 

interests by meeting these needs" (p. 223). 

Bolman and Deal (1991, p. 121) make four specific suggestions with regard to the 

human resource frame which draws on a body of research and theoty built around the 

following assumptions: 

1. Organizations exist to serve human needs (rather than the reverse). 

2. Organizations and people need each other. 

3. When the fit between the individual and the organization is poor, 
one or both will suffer: Individuals will be exploited, or will seek 
to exploit the organizations, or both. 

4. A good fit between individual and organization benefits both: 
human beings find meaningful and satisfying work, and 
organizations get the human talent and energy that they need. 

In summaty, organizations and people depend on one another. People look to 

organizations to satisfy a variety of economic, personal, and social needs, and 

organizations in tum carmot function effectively without the energy and talent of their 

employees. "Human resource theorists argue that the central task of managers is to build 

organizations and management systems that produce harmony between the needs of the 

individual and the needs of the organization" (Bolman & Deal, 1991, p. 130). According 

to Bergquist (1992), the key to successful human resource development is the assurance 

that changes in processes is accompanied by shifts in stmcture and attitude if these 

changes are to be sustained and are to have a positive, humanizing effect on the life of 

the organization. 
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The Political Frame. Traditional views of organizations assume that 

organizations have clear and consistent goals. The goals are presumed to be established 

by those in authority. This view of goal setting is explicit in stmctural conceptions of 

management. According to Bolman and Deal (1991), "the political frame, however, 

insists that organizational goals are set through negotiations among the members of 

coalitions" (p. 190). Different individuals and groups have different objectives and 

resources, and each attempts to bargain with other members or coalitions to influence 

goals and the decision-making process. 

According to Bolman and Deal (1991, p. 186), the following five propositions 

summarize the political perspective: 

1. Organizations are coalitions composed of varied individuals and 
interest groups (for example, hierarchical levels, departments, 
professional groups, gender and ethnic subgroups). 

2. There are enduring differences among individuals and groups in 
their values, preferences, beliefs, information, and perceptions of 
reality. Such differences change slowly, if at all. 

3. Most of the important decisions in organizations involve the 
allocation of scarce resources: they are decisions about who gets 
what. 

4. Because of scarce resources and enduring differences, conflict is 
cenfral to organizational dynamics, and power is the most 
important resource. 

5. Organizational goals and decisions emerge from bargaining, 
negotiation, and jockeying for position among members of 
different coalitions. 

In summary, the political perspective suggests that the goals, stmcture, and 

policies of an organization emerge from an ongoing process of bargaining and 
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negotiating among the major interest groups. "Constiiictive politics is necessaty to 

create instittitions and societies that are both just and efficient" (Bolman & Deal, 1991, 

p. 204). 

Thg Symbolic Frame. "The symbolic frame seeks to interpret and illuminate the 

basic issues of meaning and faith that make symbols so powerful in evety aspect of the 

human experience, including life in organizations" (Bolman & Deal, 1991 p. 244). The 

symbolic frame has the following assumptions about the nattire of organizations and 

human behavior: 

1 What is most important about any event is not what happened, but 
what it means. 

2. Events and meanings are loosely coupled: the same events can 
have vety different meanings for different people because of 
differences in the schema that they use to interpret their 
experience. 

3. Many of the most significant events and processes in organizations 
are ambiguous or uncertain-it is often difficult or impossible to 
know what happened, why it happened, or what will happen next. 

4. The greater the ambiguity and uncertainty, the harder it is to use 
rational approaches to analysis, problem solving, and decision 
making. 

5. Faced with uncertainty and ambiguity, human beings create symbols to 
resolve confusion, increase predictability, and provide direction. 

6. Many organizational events and processes are important more for 
what they express than for what they produce: they are secular 
myths, rituals, ceremonies, and sagas that help people find 
meaning and order in their experience. 

In summaty, the symbolic frame emphasizes the tribal aspect of contemporaty 

organizations. Traditional views emphasize organizational reality and objectivity. "The 
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symbolic frame counter poses a set of concepts that emphasize the complexity and 

ambiguity of organizational phenomena, as well as the ways in which symbols mediate 

the meaning of organizational events and activtties," according to Bolman and Deal 

(1991, p. 270). The symbolic frame is especially helpftil in understanding the dynamics 

of legislatures, public agencies, educational organizations, religious orders, and even 

health care organizations. 

Models of Organizational Functioning According to Bergquist 

Applying the term culture to organizations is not a new idea. Several decades 

ago, Arnold (1938) and Bamard (1938) moved us below the conscious level of 

organizations to capture a deeper, more powerful force in everyday life. Selznick (1957) 

and others continued the tradition, but their work failed to capture the full attention of 

modem theorists or managers, who for many years continued to emphasize the rational 

properties of organizations. According to Bolman and Deal (1991), "the concept of 

culture now occupies a powerful place in both academic and managerial discourse" (p. 

268). 

What culture is and what role it plays in organizations are contested questions. 

Some agree that organizations have cultures; others prefer to think that organizations are 

cultures. Definitions of culture range from formal to common sense ones. Schein (1985, 

p. 9), for example, defines culture as "a pattem of basic assumptions-invented, 

discovered, or developed by a given group as it leams to cope with its problems of 

extemal adaptation and integration-that has worked well enough to be considered valid 
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and, therefore has to be taught to new members as the cortect way to perceive, think, and 

feel in relation to their problems." Bower (1966, p. 8) defines culttire more succinctly as 

"the way we do things around here." 

Bergquist (1992) proposes that there are four distinct cultures in American higher 

education, each with its own histoty, perspectives, and values. Accordingly, Bergquist 

(1992) offers the following descriptions: 

The Collegial Culture. The collegial culture finds meaning primarily in the 

disciplines represented by the faculty in the institution; that values faculty research and 

scholarship and the quasi-political govemance processes of the faculty; that holds 

untested assumptions about the dominance of rationality in the institution; and that 

conceives of the institution's enterprise as the generation, interpretation, and 

dissemination of knowledge and as the development of specific values and qualities of 

character among young men and women who are future leaders of our society. 

The Managerial Culture. The managerial culture finds meaning primarily in the 

organization, implementation, and evaluation of work that is directed toward specified 

goals and purposes; that values fiscal responsibility and effective supervisoty skills; that 

holds untested assumptions about the capacity of the institution to define and measure its 

goals and objectives clearly; and that conceives of the institution's enterprise as the 

inculcation of specific knowledge, skills, and attitudes in students so that they might 

become successful and responsible citizens. 

The Develot̂ mental Culture. The developmental culture finds meaning primarily 

in the creation of programs and activities furthering the personal and professional growth 
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of all members of the collegiate community; that values personal openness and service to 

others, as well as systematic institutional research and cunicular planning; that holds 

untested assumptions about the inherent desire of all men and women to attain their own 

personal mattiration, while helping others in the instittition become more mature; and 

that conceives of the institution's enterprise as the encouragement of potential for 

cognitive, affective, and behavioral maturation among all students, faculty, 

administrators, and staff 

The Negotiating Culture. The negotiating culture finds meaning primarily in the 

establishment of equitable and egalitarian policies and procedures for the distribution of 

resources and benefits in the institution; that values confrontation and fair bargaining 

among constituencies (primarily management and faculty or staff) with vested interests 

that are inherently in opposition; that holds untested assumptions about the ultimate role 

of power and the frequent need for outside mediation in a viable collegiate institution; 

and that conceives of the institution's enterprise as either the undesirable promulgation 

of existing (and often repressive) social attitudes and stmctures or the establishment of 

new and more liberating social attitudes and stmctures. 

Although most colleges and universities, as well as most faculty and 

adminisfrators, tend to embrace or exemplify one of the four cultures, the other three 

cultures are always present and interact with the dominant culture. Like Bimbaum and 

Bolman and Deal, Bergquist (1992) believes that differences in institutional type are 

important and that all four cultures exist in virtually evety collegiate institution. 
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Models of Organizational Functioning According to Bimbaum 

"Leaming how colleges and universities work requires seeing them as 

organizations, as systems, and as inventions' states Bimbaum (1988, p. 1). Bimbaum 

presents four models of college and university organization: collegial, bureaucratic, 

political, and anarchical. 

The Collegial System. Members of collegial groups usually have undergone 

some specialized fraining or have other identifying qualifications that set them apart 

from nonmembers. Much of the interaction among members of the collegium is 

informal in nature. The system is egalitanan and democratic. There is an emphasis on 

thoroughness and deliberation. Decisions are ultimately made by consensus so evetyone 

must have an opportunity to speak and to consider carefully the views of colleagues. An 

important condition for the maintenance of a tme collegial form is that it be 

comparatively small. Collegiality, seen as a community of individuals with shared 

interests, can probably be maintained only where regular face-to-face contact provides 

the necessaty coordinating mechanisms and where programs and traditions are integrated 

enough to pennit the development of a coherent culture. Size is probably a necessaty but 

not sufficient condition of a collegium, and this limits the possibility of the development 

of collegiality on an institutional level to relativefy small campuses according to 

Bimbaum (1988). There is nothing innately effective or ineffective in the collegium. 

Cohesiveness and the development of nonns may reduce effectiveness if the norms 

emphasize the maintenance of interpersonal rewards. However, if nonns emphasize 
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commitment to task performance, then cohesiveness can be used to improve 

organizational performance. 

The Bureaucratic Svstem 'The bureaucratic system can be most clearly 

described within the context of that icon of all bureaucracies, the organizational chart," 

(Bimbaum, 1988, p. 107). The existence or nonexistence of an office on the chart and its 

location in the hierarchy are a signal both inside and outside the campus of the 

importance of the area. The stmcture of the college thus affects how offices will interact 

an influence each other. Evety stmcture not only provides certain benefits to the 

organization but at the same time makes other benefits more difficult to achieve. 

According to Bimbaum (1988), "there is no perfect stmcture, and the creation of 

stmcture is therefore a matter of frade-offs" (p. 110). Other attiibutes that would be 

expected in a bureaucracy include the codifying of mles and regulations of the functions 

of each office. The emphasis on written job descriptions and on mles and regulations 

that guide behavior increases organizational certainty and efficiency in bureaucratic 

institutions. Bureaucracies are rational organizations. This does not mean that 

bureaucratic institutions always make good and efficient decisions. Rather it implies that 

there is a conscious attempt to link means to ends, resources to objectives, and intentions 

to activities. Rationality requires the articulation of objectives. Bureaucratic institutions 

emphasize long-range planning and develops definable subgoals and schedules for their 

completion. 

The Polttical System. Organizational politics involves acquiring, developing, and 

using power to obtain preferred outcomes in situations in which groups disagree (Pfeffer, 

58 



1981). Political systems depend on social exchange and, therefore, on muttial 

dependence. The power of any party depends to some extent on the value of that party's 

contribution to the political community and the extent to which such a contribution is 

available from other sources (Bacharach & Lawler, 1980). In most institutions, power is 

diffused rather than concentrated, and many individuals and groups have power of 

different kinds in different situations. For example, accrediting associations, the 

Women's Caucus, the president, the personnel committee, etc. all have power in 

institutions of higher education. Bimbaum (1988) states: 

The idea that political processes in academic institutions are 
somehow "dirty" reflects the misunderstanding that if people would only 
act in the best interests of the institution, they would agree on what to do. 
It assumes that the institution's best interests are either known or 
knowable, rather than that different people, especially committed to what 
they believe to be the institution's welfare, can, in good faith, have 
completely different ideas of what that means and how it should be 
accomplished. The allocation decision is primarily a political one of who 
gets what, when, and how, and in a democratic and pluralistic 
organization, political processes are appropriate means for resolving such 
political issues, (p. 136) 

Political processes have organizational advantages and disadvantages. According 

to Bimbaum (1988), advantages include the permission of decisions to be made even in 

the absences of clear goals, the simplification of the budget process, and the increase in 

institutional stability. Disadvantages include the weakening of organizational functions, 

the inability to develop compromises, too little accountability, and unconcem for 

protecting the weak. 
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The Anarchical System. An organized anarchy exhibits three characteristics: 

problematic goals, an unclear technology, and fluid participation according to Bimbaum 

(1988, p. 154). 

An anarchical institution has problematic goals. Goals are typically a loose 

collection of changing ideas rather than a coherent educational philosophy. The 

anarchical institution discovers what it prefers by seeing what it has already done, rather 

than by acting on the basis of preferences. 

An anarchical institution has an unclear technology. Technology is defined by 

Bimbaum (1988) as "the characteristic processes tbjough which organizations convert 

inputs to outputs." Institutions of higher education employ numerous technologies in its 

efforts to convert new students into educated graduates including, large lecture sections, 

small discussion classes, laboratory sessions, seminars, remedial instmction, and 

independent study. Each of these technologies has been used over an extended period of 

time, and all appear to be effective. However, no one know why they are effective. 

Without sfrong evidence that one method is more effective than another, choices about 

technology tend to be based on trial and error, previous experiences, imitation, and 

inventions bom of necessity (Cohen & March, 1974). 

An anarchical institution has fluid participation. There are various formal and 

informal groups at the program, departmental, and college level in an anarchical 

institution. There are probably few, if any, occasions on which decisions on two related 

issues are made by the same people. People tend to move in and out of various parts of 

the organization, and their involvement in any issue depends to a great extent on what 
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other opportunities for their attention happen to be available at the same time. According 

to Bimbaum (1988), "the reasons why colleges and universities often find it difficult to 

make "rational" decisions should now be somewhat clearer: common understandings of 

organizational decision making assume agreed-upon goals, a clear technology, and stable 

levels of participation-and none of these conditions are present in an anarchical system" 

(p. 156). 

Summaty of Organizational Theoty Base 

Historically, much of the theoty and research on organizations has been 

dominated by a particular frame, culture, or system. It has become increasingly apparent 

that such narrow approaches severely limit understanding of organizations. Each 

theoretical perspective has a unique, comparative advantage. Each of the four frames, 

cultures, or systems descnbes a set of phenomena that are present in any human system, 

but is likely to be more salient and illuminating in some circumstances than in others. 

Some phenomena are simply more visible or prominent under certain conditions and 

more likely to recede into the background under others. For example, Bolman and 

Deal's (1991) stmctural ideas vsall be particularly salient and helpful in organizations 

with clear goals, adequate information systems, well-developed technologies, and stable 

authority. On the other hand, when the morale and motivation of employees are 

problematic, human resource issues are likely to be vety prominent. Likewise, political 

processes are likely to stand out when resources are scarce or declining, goals and values 

are in conflict, diversity is high, and the distribution of power is unstable or diffuse. 
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Finally, symbolic issues are likely to be of particular importance when ambiguity and 

uncertainty are high, information is weak, and diverse cultures are colliding with one 

another. 

An additional four models of organizational functioning-the bureaucracy, the 

collegium, the political system, and the organized anarchy-have been used by Bimbaum 

(1988) to describe different ways of how institutions of higher education are organized 

and administered. Each of the models is incomplete. One of these models from time to 

time may appear to more accurately portray the nature of reality for a specific institution 

than the other three. But there are no colleges or universities that consistentiy reflect the 

"pure form" of any of the models, according to Bimbaun (1988). Some elements of each 

of the models reflect institutional functioning in some ways, at some times, in some parts 

of all colleges and universities. 

Finally, Bergquist's (1992) four cultures of the academy-collegial, managerial, 

developmental, and negotiating-provide an analysis of collegiate cultures and a 

preliminaty framework that can guide new courses of action within those complicated 

and often closed organizations. The four cultures are different, yet interrelated. 

Bergquist's (1992) analyses of the four cultures can be used to discover and understand 

the various sources of resistance and to map out appropriate plans for change. 

A summaty of the organizational theories, key concepts, and authors is depicted 

in Table 2.1. 
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Table 2.1: Summaty of Organizational Theories 

Theorists 

Rational 
Systems 

Human 
Resource 

Political 

Key Concepts 

Emphasizes organizational 
goals, roles, & technology. 
Looks for ways to develop 
stmctures that best fit 
organizational purposes and 
environmental demands. 

Emphasizes the 
interdependence between 
people and organizations. 
Key is to tailor organizations 
to people. 

Sees power, conflict, and the 
distribution of scarce 

Bolman & 
Deal 
(Frame) 

Stmctural 
Frame 

Human 
Resource 
Frame 

Political 
Frame 

Bergquist 
(Culture) 

Managerial 
Culture 

Develop
mental 
Culture 

Negotiating 
Frame 

Bimbaum 
(System) 

Bureaucra
tic System 

Political 
System 

resources as the cenfral 
issues. Views organizations 
as arenas in which different 
interest groups compete for 
power and scarce resources. 

Symbolic Focuses on problems of 
meaning. Organizations are 
propelled more by rituals, 
ceremonies, stories, heroes, 
and myths than by mles, 
policies, and managerial 
authority. 

Symbolic 
Frame 

Collegial 
Culture 

Anarchical 
System 

These types of organizational functions will not diminish in number and 

importance as Amencan colleges and umversities enter a new centuty. Bergquist (1992) 

claims "we can look forward to working and finding meaning in colleges and universities 

that embrace all four cultures" (p. 229). He suggests that one of the best ways to cope 

with challenges posed by these new organizational types and frames is to examine one's 
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own institution in order to appreciate and engage the diverse and often conflicting 

cultures that reside in them. 

One of the goals of this study was to determine the formal stmcture of pre-

registration in community colleges in Texas. By following Bergquist's (1992) advice and 

examining organizational types of community colleges m Texas, this shidy has been able 

to determine the different models used for pre-regisfration. The results from the 

adminisfration of a student satisfaction survey v^th each model will help colleges 

determine if there is a need for change or improvement in the pre-registration process. 

Pre-Registration Models 

"A model is an absfraction of reality that, if it is good enough, allows us to 

understand (and sometimes to predict) some of the dynamics of the system that it 

represents" (Bimbaum, 1988, p. 83). Models are seldom right or wrong; they are just 

useful for examining different aspects of organizational functioning. A model serves as a 

conceptual lens that focuses our attention on some particular organizational dimensions. 

Models create perceptual frames. Frames filter out some things while allowing others to 

pass through easily. "Evety manager uses a personal frame, or image, of organizations to 

gather information, make judgments, and get things done" (Bolman & Deal, 1984, p. 4). 

No model of a complex system such as a college or university can be a perfect 

representation of that system, but some models appear to reflect what usually happens in 

some parts of some institutions and therefore suggest useful courses of action. 

According to Bimbaum (1988): 
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It is important to avoid the en-or of totally equating models with 
particular types of institutions; one message this book carries is that no 
model illuminates all aspects of any instittition all of the time, and evety 
model illuminates some aspects of evety instittition some of the time. Just 
as one person who is familiar with only one institution does not 
understand any institution, so a person familiar with only one model does 
not really understand any model, (p. 84) 

This study defined pre-registration as the physical processes and procedures, 

excluding academic advising and testing, necessaty to become enrolled and paid in an 

institution of higher education during the period of advance or pre-regisfration. 

The researcher defined pre-regisfration models as the various types of physical 

lay-outs for pre-registration. 

There are isolated examples of successful registration processes. In Breakthrough 

Svstems-Student Access and Registration by Gwinn and Lonabocker (1996), exemplaty 

registration processes are showcased including touchtone voice registration, elecfronic 

advising, kiosk applications, communicating with students using ATMs, the network, the 

telephone, and cable TV, "do it yourself approaches, and combined services, or one-stop 

shopping, approaches. Even though many of these regisfration tools are used in 

community colleges in Texas, the pre-registration process has not been analyzed 

according to the physical lay-out of the process nor categorized into pre-registration 

models. 

Upon the completion of this study, the pre-registration models of community 

colleges in Texas will have been determined. Each pre-registration model represents an 

idealized version of a process as seen through the lens of a specific cognitive frame. The 

information will be useful for comparative purposes and evaluating the need for change. 
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Relation of Student Satisfaction to Pre-Regi.stration Models 

Since there are currentiy no quantified or categorized regisfration models of 

community colleges in Texas, it has not been possible to determine the relationship 

between pre- regisfration models and levels of student satisfaction. There is; however, 

literature to support the usefulness of the information when it becomes available. 

Most colleges realize the importance of satisfying their customers, the students. 

According to Creamer (1983), community college leaders express frequently and loudly 

their unique attention to the student as the focus of institutional purpose and question the 

adequacy of meeting student needs. Unfortunately, "on a number of community college 

campuses today, little effort is made to address issues and student needs in a proactive 

fashion" (Lindemann, 1987, p. 9). This study will provide data which will make it easier 

for community colleges to evaluate the level of satisfaction with their pre-registration 

processes. 

There are many aspects of student satisfaction with the registration process just 

being one part. According to Lindemaim (1987): 

those community colleges that will be most successful will be 
those that have staff members who share the goal of student success, who 
understand they serve a diverse public, who know how to identify student 
needs, and who can organize evety institutional resource towards 
developing programs that address these needs. These colleges will place a 
high priority on removing the barriers and resolving the issues interfering 
with student success, (p. 4) 

Community colleges following Lindemaim's advice will evaluate whether the 

pre-registration model currently being used is one the students are satisfied with and 

make changes accordingly. 
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The importance of categorizing the pre-registration models is stressed in a report 

by the Postsecondaty Education Planning Commission (1990) which states: 

As the primaty nonclassroom point of contact between the 
institution and its students, it (regisfration) is a key element in the overall 
education process. Basically, registration matches the academic needs of 
students with the human, physical, and fiscal resources of an institution. 
(P-4) 

It is imperative in this age of competition for students that community colleges 

realize the important role of pre-regisfration in developing successful and satisfied 

students. According to Seidman (1991), "These satisfied students in tum should achieve 

their academic and personal goals more fully than those students who are not satisfied 

with the institution or its environment" (p. 12). 

So, an awareness of pre-registration models that promote student satisfaction can 

be utilized to help students achieve their academic and personal goals. Registrars in 

community colleges can use the information from this study to encourage changes that 

promote student satisfaction. Increased student satisfaction benefits not only the student 

but the college as well. 

Relation of Student Satisfaction to Institutional Size 

In addition to categorizing the pre-regisfration models, this study determined 

whether the size of the institution had an effect on student satisfaction. Students who 

have decided to attend college must decide what kind of institution to attend: large or 

small, public or private, religious or nonsectarian, and two-year versus four-year. 

Numerous studies have focused on the various intellectual, personal, and economic 
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benefits that accme to those who attend college versus those who do not (Chickenng, 

1969; Spaeth & (jreeley, 1970; Solmon & Taubman, 1973; Pace, 1979). In addition, 

studies have examined how the college experience affects attitudes, values, behavior, 

leaming, achievement, career development, and satisfaction. More recently, studies have 

focused on specific institutional determinants of student change (Pascarella, Ethington, 

& Smart, 1988; Astin, 1993). These determinants ascertain whether there are discemible 

differences in student outcomes of college attributable to the characteristics of the 

particular institution attended. Some of the characteristics of an institution include: the 

kind of institution in which the student enrolls: large or small, research university or 

community college, sectarian or public; the type of curriculum; the faculty; and the 

student's peers. According to Pascarella and Terenzini (1991), "Institutional size by 

itself does not appear to be a salient determinant of student change. There is evidence, 

however, that size is indirectly influential through the kinds of interpersonal relations and 

experiences it promotes or discourages" (p. 654). 

Many discussions of student outcomes focus on student change and overlook 

student satisfaction. Given the investment of time, energy, and money that students make 

in attending college, their perceptions of the value of that experience should be 

considered. According to Astin (1993), student satisfaction and the student's perception 

of the college environment depend much more on actual environmental experiences than 

on entering student characteristics. He believes specific areas of satisfaction can be 

directly influenced by relevant environmental variables. Astin (1993) found that 

institutional size negatively impacts student satisfaction with faculty, curriculum and 
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instmction, student life and student-faculty interaction. In other words, the larger the 

institution, the less satisfied students are with these environmental variables. Most 

environmental factors are not easily changed. It is impossible to change the size of an 

institution to make students more satisfied; however, many instittitions create "small 

spaces" to promote the feeling of a smaller institution. For example. Freshman Interest 

Groups (FIGS) have been created on a number of college campuses. This concept groups 

students with similar academic interests in a leaming community. Research suggests 

student success is enhanced by their incorporation into the college (Pike, Schroeder, & 

Beny, 1997). An awareness of the influence of institutional size on student satisfaction 

is an important consideration when evaluating the findings of this study. 

Summary 

From its earliest days, the community college has focused on providing students 

with the kind of education they needed whether it be credit for fransfer, vocational 

education, continuing education, remedial education or community service offerings. 

Unfortunately, not until recently have institutions of higher education began to look at 

students as customers and attempt to meet their needs. Based on the business principle 

of total quality management which emphasizes putting the customer first, postsecondaty 

institutions have begun to focus on providing what the customer wants, other than just 

academic offerings. Institutions who have made an effort to meet the needs of the 

students have found that their efforts result in a more satisfied student. And, as could be 

expected, a more satisfied student results in high levels of retention, students who tell 
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others of their satisfying experiences, and who may even support the institution 

financially. Simplistically speaking, creating a satisfied student is not only good for the 

person but good for the institution. 

A review of the literature produced no examples of or information on pre-

registration models of community colleges in Texas. Therefore, this study determined 

the pre-regisfration models of community colleges in Texas. Since there were no models 

at the time of the study, there was no literature to inform community colleges of the 

models that promote the highest level of student satisfaction. This information has been 

obtained through this study. 

Since the completion of this study, community colleges are able to make changes, 

based on empirical data, that will increase students' levels of satisfaction with the pre-

registration process. This information is important because without it, colleges must 

either maintain their status quo or simply guess at the pre-regisfration changes needed to 

improve students' levels of satisfaction. 
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CHAPTER III 

METHODOLOGY 

The purpose of Chapter III is to delineate and describe the procedures used in 

conducting this study. The topics covered in this chapter include: (1) Restatement of the 

Problem; (2) Purpose/Research Questions; (3) Research Design; (4) Instrumentation; (5) 

Population/Sample; (6) Data Analysis; and (7) Summaty. 

Since two survey instruments were developed and administered, topics 2-6 are 

dual addressed as they apply specifically to the pre-registration models survey and 

specifically to the student satisfaction survey. The first part of Chapter III addresses the 

methodology associated with the pre-regisfration models survey. The last part of Chapter 

UI addresses the methodology associated with the student satisfaction survey. 

Restatement of the Problem 

The research problem centered around the trend in higher education to treat 

students as customers. Viewing students as customers gives impetus to the importance 

of knowing whether students are satisfied with all aspects of the collegiate experience. 

Specifically, this study focused on student satisfaction with the physical lay-out of pre-

registration. Before student satisfaction with the physical lay-out of pre-registration 

could be determined, the actual models (physical lay-out) of pre-regisfration had to be 

determined. The significance of the study lay in the determination of whether there was 

a difference in student satisfaction across the different models. 
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Pre-Registration Models Survey 

Purpose/Research Ouestion-Pre-Regisfration Models Survey 

The purpose of this study was two-fold. The first was to identify the pre-

regisfration models of community colleges in Texas. The research question associated 

with this part of the study was: What are the pre-regisfration models currently used by 

Texas community colleges? 

The Research Design-Pre-regi.stration Models Survey 

To accomplish the first purpose of this project, survey research was employed to 

determine the models of pre-registration used by community colleges in Texas. The first 

part of the study was a descriptive study. The pre-registration models were determined 

by a survey administered to Texas community college registrars or admissions personnel 

either in person, via e-mail, or telephone contact. 

The entire population of community colleges in Texas was investigated using a 

self administered, one-question, survey to determine the common pre-regisfration 

models. Regisfrars and admissions officers from Texas community colleges attending 

the armual Texas Association of College Regisfrars and Admissions Officers (TACRAO) 

state meeting were given a one-question instrument asking them to select from six 

choices the pre-registration model used at their institution. Five of the choices were 

closed-ended questions with the sixth choice allowing them the opportunity to provide a 

different or "other" response. The five choices were determined through literature 

review, contribution of experts in the field, and experience in the field. 
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According to Fink (1995), "self administered questionnaires have almost always 

been administered using paper-and-pencil techniques, but with the proliferation of 

computers and the information super-highway it is likely that such procedures will 

increasingly be adapted to electronic mediums" (p. 2). Hence, those community colleges 

not in attendance at the state meeting were e-mailed the pre-registration models survey 

through the TACRAO web site. The rationale for this data collection procedure included 

the simplicity of reaching community college registrars as a group attending the 

TACRAO meeting, the simplicity of e-mail, as well as the simplicity of the survey-one 

question. 

The one-question follow-up e-mail survey was sent after the TACRAO meeting. 

A telephone call was made to those institutions that did not respond. 

Instmmentation—Pre-Registration Models Survey 

The pre-registration models survey was designed by the researcher. The 

predicted models of pre-regisfration that became the first five choices on the pre-

regisfration models survey were determined by reviev^ng the literature, discussion 

among experts, and experience in the field. Had a model not been predicted and listed as 

a choice on the survey instrument, the surveyee was given the sixth option of "Other" so 

that all models would be considered. The pre-registration models survey is Appendix B. 

The following six choices were used to answer the single question, "Circle the number of 

the pre-registration model used by your institution or describe the model you use if none 

of the choices given fit. The six choices are listed below: 
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1. MORE THAN ONE BUILDING 
Students must go to more than one building to complete the pre-registration process. 
Example: Registrar s office is in one building, business office/bursar is in a different 
building. 

2. ONE BUILDING, MORE THAN ONE OFFICE 
Students can complete pre-regisfration in one building even though they must go to 
separate offices. 
Example: Registrar's office, business office/bursar are in separate offices but within the 
same building. 

3. ONE BUILDING, ONE OFFICE 
Students can complete pre-regisfration in one office. 
Example: A combined services area exist where students can pre-register and pay at one 
office. 

4. NO BUILDING 
Student pre-registration uses technology exclusively. 
Example: Students must pre-register and may pay via telephone or web. 

5. COMBINATION 
Students pre-register by telephone/web/person but pay by one of the example models 
above. 
Example: Students pre-register by.phone and pay through one building, one office. 

6. OTHER 
Please explain. 

Population/Sample-Pre-Registration Models Survey 

The entire population of community colleges in Texas equals 68 according to the 

Texas Higher Education Coordinating Board (1999). The pre-regisfration models survey 

was administered to the entire population through the registrars or admissions personnel 

of the colleges. The registrar or his/her representative was determined from the 

TACRAO member list. The TACRAO member list was compared to the list of public 

community colleges in Texas published by the Texas Higher Education Coordinating 

74 



Board to ensure that all colleges were surveyed. If any college was not a member of 

TACRAO, the Texas Higher Education Coordinating Board was contacted to determine 

the regisfrar. 

Data Analvsis-Pre-Reeisfration Models Survev 

The first research question, "What are the pre-regisfration models currently used 

by Texas community colleges?" was answered from the data gathered by the one-

question pre-regisfration models survey. The entire population of community colleges in 

Texas were surveyed to answer the first research question. As the completed surveys 

were sorted into the categories; the categories became the pre-registration models. 

The following steps were proposed for data analysis: 

Step 1: Upon completion of the pre-registration models survey, information was reported 

about the number of retums and nonretums. There were no nonretums. One hundred per 

cent (68) of the community colleges in Texas completed the survey. 

Step 2: Responses to the survey were sorted according to the one-question answer: More 

than One Building; One Building, More than One Office; One Building, One Office; No 

Building; Combination; or Other. All answers fell into one of six categories. These 

categories became the researcher defined pre-regisfration models. These findings are 

discussed in Chapter IV. 
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Stiident Satisfaction Survey 

Purpose/Research Questions-Student Satisfaction 

The second purpose of the study determined the effects of pre-registration model 

and school size on student satisfaction. The research question that was answered for this 

part of the study was: What are the effects of pre-regisfration model and school size on 

student satisfaction? Three sub-questions were also asked: (a) Are there significant 

differences in the levels of student satisfaction with different pre-registration models? 

(b) Is there a significant difference in the levels of student satisfaction between the large 

and small community colleges? and (c) Is there a significant interaction between model 

and size on satisfaction level of community college students? Along with the second part 

of the study, a third research question was asked: Is there a significant difference 

between student perception of importance and student satisfaction? 

The Research Design—Student Satisfaction Survev 

According to Fink (1995), surveys have a long histoty starting vsdth the ancient 

Hebrews and Romans who used polls—one kind of survey—to collect census information 

for taxation purposes. In recent times, surveys have become one of the most popular 

methods of collecting data. According to Grizzle, Ligas, and Rankin (1994), 

"Questionnaires and surveys are among the most used methods of data collection for 

research sttidies" (p. 36). Fink (1995) states that a survey is a system for collecting 

information to describe, compare, or explain knowledge, attitudes, and behavior. 

Surveys involve setting objectives for information collection, designing research. 
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preparing a reliable and valid data collection insttiiment, administering and scoring the 

instmment, analyzing data, and reporting the results. 

There are four forms of survey instruments according to Fink (1995): self-

administered questionnaire, interview, stmctured record review, and stmctured 

observation. This sttidy proposed to use a self-administered questionnaire in the format 

of a sttident satisfaction survey. Busche (1995) states that questionnaires fraditionally 

used to assess programs should be, "a pre-formatted, written set of questions to which the 

respondent records his or her answers usually within rather closely defined altematives" 

(p. 1). Bourque and Fielder (1995) suggest that, "Ideally we would find sets of questions 

already developed and widely used and simply adopt those questions as vmtten" (p. 32). 

Unfortunately, there were no sets of questions already developed that applied specifically 

to satisfaction with pre-regisfration. Therefore, this study used the questions that 

pertained to regisfration from the Noelievitz Student Satisfaction inventoty along with 

other questions. The Noel-Levitz Student Satisfaction Inventoty was infroduced in 1994. 

It allows an institution to leam what is satisfying and important to students, compare 

students' ratings to national benchmarks, and to check students' perceptions against 

those of faculty and staff. Results of the survey are used to build and maintain 

enrollment, increase institutional effectiveness, and allocate resources wisely. On the 

Noel-Levitz Student Satisfaction Inventoty, students are asked to rate the level of 

importance they assign to the expectation as well as their level of satisfaction that the 

expectation is being met. On the student satisfaction survey instmment, all importance 

and satisfaction statements dealt with student pre-regisfration. 
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The survey instmment must be reliable and valid. According to Fink (1995), a 

reliable instilment is consistent; a valid one is accurate. For example, an instiiiment is 

reliable if each time it is used, the same information is obtained. An unreliable 

instrument cannot be valid. If an instrument does not consistentiy give the same answer 

to the same question, then it cannot be validly measuring anything. However, a reliable 

instrument may still be invalid. It may consistently give the same answer to the same 

question, but the question may not be the one the researcher wants to answer. Valid 

survey instmments serve the purpose they were intended to and provide correct 

information. There is another difference between reliability and validity, according to 

Vierra, Pollock, and Golez (1998), "Reliability, being a mathematical concept, can be 

estimated with some precision. The broader concept of validity is much less precise, 

more complex, and more relative" (p. 58). If the researcher can find a questionnaire that 

is valid and reliable and apply it to the current research, much time and effort can be 

saved. Since the Noel-Levitz Student Satisfaction Inventoty demonstrates exceptional 

reliability and validity, with a reliability coefficient (alpha) of .97 for the set of 

importance scores and .98 for the set of satisfaction scores and a three-week test-retest 

reliability coefficient is .85 for importance scores and .94 for satisfaction scores, the 

questions relating to regisfration were selected from the survey instmment to utilize in 

this study. 

The cross-sectional, self-administered student satisfaction survey was used to 

determine the level of student satisfaction associated with the pre-registration model the 

students were familiar with as well as the students' levels of importance associated with 
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the regisfration process. The survey was the preferred type of data collection procedure 

for this study because of the economy of the design, the rapid tum-around in data 

collection, and the ability to identify attributes of a population from a smaller group of 

individuals. Since an exact preexisting questionnaire could not be located, the Noel-

Levitz Student Satisfaction Inventoty was used as a guide. In particular, questions 

relating to the regisfration process were utilized in the researcher-developed survey. 

Eight of the ten questions on the student satisfaction survey are modified questions from 

the Noel-Levitz Student Satisfaction Inventoty. Two questions were developed that 

addressed the efficiency of the pre-regisfration process and the physical layout of pre-

registration which was necessaty information for this particular study. 

Instmmentation—Student Satisfaction Survey 

According to Noel-Levitz (1994), "Successful institutions tend to share three 

basic atfributes: they focus on the needs of their students, they continually improve the 

quality of the educational experience, and they use student satisfaction assessment results 

to shape their fiiture directions" (p. 1). The Noel-Levitz Student Satisfaction Inventoty 

consists of over 70 items that cover the full range of college experiences. The Student 

Satisfaction Inventoty measures the level of student satisfaction to the academic 

environment. By measuring satisfaction and importance at the same time, the inventoty 

pinpoints student perceptions more precisely. Each item is expressed as a statement of 

expectation. Each statement includes a rating scale of 1 to 7. Students are asked to rate 

the level of importance they assign to the expectation as well as their level of satisfaction 
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that the expectation is being met. On the Noel-Levitz Sttident Satisfaction friventoty, 

students are asked to rate the level of importance of each statement by responding to the 

question "How important is it to you that your institution meet this expectation?" 

Responses reflect how strongly students felt about the statement, with higher scores 

reflecting greater importance of student expectations. Students are also asked to rate 

their level of satisfaction with each statement by responding to the question, "How 

satisfied are you that your institution has met this expectation?" Responses reflect the 

degree to which students felt their institution was meeting the expectation, with higher 

scores reflecting greater levels of student satisfaction. 

Since only eight questions specifically regarding regisfration were used from the 

Noel-Levitz Student Satisfaction Inventoty which contains 70 questions, the original 

validity and reliability might be distorted in the analysis. An analysis of reliability and 

validity was conducted on the modified instmment to reestablish validity and reliability. 

The survey modified for this study consisted often items dealing with the 

student's importance of and satisfaction with pre-registration and nine demographic 

items. The ten statements dealing with importance and satisfaction included a Likert 

rating scale of 1 to 5 to rank the student's importance and satisfaction with each item 

being measured. Students first rated how important the item being measured is and, 

secondly, how satisfied they are with the item being measured. The scale for how 

important it is for the institution to meet the student's expectation is: 

1. Not important at all, 

2. Not vety important, 
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3. Neufral, 

4. Important, 

5. Vety important. 

The scale used to rank the student's satisfaction that the institution has met 

his/her exp)ectations is: 

1. Not satisfied at all, 

2. Not vety satisfied, 

3. Neufral, 

4. Satisfied, 

5. Vety satisfied. 

The instmctions directed the student to rate how important the item being measured is 

as well as to rate how satisfied the student is with the item being measured. The 

importance and satisfaction statements follow. The entire student satisfaction survey is 

Appendix C. 

1. The personnel involved in pre-registration were helpful. 

2. The personnel involved in pre-regisfration were knowledgeable. 

3. Policies and procedures regarding pre-regisfration were clear. 

4. Policies and procedures regarding pre-registration were well publicized. 

5. There were convenient ways of paying my tuition and fees. 

6. The office where I pay was open during hours that were convenient. 

7. I seldom got the "run-around" when seeking information on this campus. 

8. The process of registering for classes was efficient. 
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9. The physical layout of registration was efficient. 

10. Rate your overall satisfaction with pre-regisfration 

Questions 1 through 7 and 10 are modified questions taken from the Noel-Levitz 

Student Satisfaction Inventoty. Questions 8 and 9 were included to address specific 

information needed for this study. The validity of the survey was established through a 

group of experts in the field which is explained later in this chapter. 

The second section was used to gather demographic information. Questions were 

asked regarding gender, age, ethnicity, current enrollment status (day, evening, etc.), 

years in attendance, educational goals, employment status, grade point average, and 

whether the student plans to enroll in the same institution again the next semester. The 

demographic variables were used to assist in analyzing the data and for establishing 

extemal validity. 

The content validity of the instmment which incorporated sampling validity and 

item validity was determined. According to Vierra, Pollock, and Golez (1998), "Content 

validity involves analyzing the content of an instrument to determine whether the content 

represents the quality that the instmment is supposed to measure" (p. 60). Six 

academicians, representatives from regional community colleges and the dissertation 

committee chair, were selected to pilot the face validity of the instmment. 

The experts suggested several changes to the importance/satisfaction side of the 

survey including: reducing the Likert scale from 7 to 5 choices, changing the word 

"regisfration" to "pre-regisfration," adding a definition of pre-registration in the 

directions, changing the statements to past tense, and suggesting the order for the ten 
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statements. Suggested changes to the demographic side of the student satisfaction survey 

included: changing the age breakdown, adding "combination" to the current enrollment 

status, simplifying the educational goals, and removing one question. 

Once the academicians determined that the modified test instmment appeared to 

measure what the instrument purported to measure, a pilot test of the instrument was 

administered to determine its reliability. A group of approximately sixty students from 

core classes at the home institution of the researcher comprised the pilot group to 

determine the reliability of the student satisfaction survey. With a reliability coefficient 

(alpha) of .90 for importance and a reliability coefficient (alpha) of 48 for satisfaction, 

the survey instrument was determined to be reliable and ready to administer. If question 

number one had been deleted, the reliability coefficient (alpha) would have been .90 for 

satisfaction. However, it was decided to leave question one in the survey since there was 

no apparent reason for the anomaly. 

Population/Sample-Student Satisfaction Survev 

"Ideally, of course, the experiment would be performed on the whole population, 

but usually it is far too costly, and so a sample is taken" (Pagano, 1998, p. 9). Because 

the difficulty of identifying and gaining access to members of populations usually makes 

bona fide random sampling difficult, researchers sometimes employ cluster sampling. 

Cluster sampling was used for the adminisfration of the student satisfaction survey. In 

order to select the students to be surveyed the following steps were taken: 
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1 Categorized all community colleges in Texas into the pre-regisfration models. 

All community colleges in Texas were surveyed. The pre-regisfration models were 

determined earlier in this study. 

2. Divided the colleges into large (5,000+ headcount) or small (less than 5,000 

headcount). Community colleges were almost exactly divided in half by size: 36 

community colleges were small and 32 were large. 

3. Determined the location of the colleges so that the sample was scattered 

geographically throughout Texas. 

4. Sent letters requesting permission to survey students to 20 colleges. 

5. Sent student satisfaction surveys to colleges based on affirmative responses to 

initial letters of request. 

Four colleges representative of each model were planned to be surveyed. Each 

college was asked to survey 50 students for a total of 200 students per model. 

Students were chosen from core courses such as Freshman Composition, histoty, 

government, psychology, etc., in selected colleges representative of the different pre-

registration models. Students enrolled in core courses at the selected community 

colleges were asked to voluntarily complete the student satisfaction survey. Since core 

courses are required for students obtaining an associate degree, there should have been 

students representative of a mixture of demographic characteristics including age, 

gender, ethnicity, socioeconomic status, etc. Using students enrolled in the core courses 

enhanced the possibility of a representative sample. 
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In summaty, once the Texas community college pre-regisfration models were 

determined, a letter was written and sent to selected colleges requesting them to 

participate in the survey (see Appendix A). Four colleges from each model were selected 

to administer a student satisfaction survey. A representative of each college 

administered the survey to students enrolled in a core course. These courses were 

selected because of the cross-section of students who must enroll in the course and the 

likelihood of being representative of the population of community college students. 

Data Analysis—Student Satisfaction 

To compare student's satisfaction level with different pre-regisfration models, 

ANOVA procedures were utilized with the pre-registration model and school size as the 

independent variables and student satisfaction as the dependent variable. The second and 

third research questions, "What are the effects of pre-registration model and school size 

on student satisfaction?" and "Is there a significant difference between student 

perception of importance and student satisfaction?" were answered by analyzing data 

collected with the student satisfaction survey. 

The answers to the research questions provided empirical data that can be utilized 

by college adminisfrators and registrars to make decisions that will improve pre-

regisfration for students at their institutions. 

The following steps were proposed for data analysis: 

Step 1: Once the reliability and validity of the student satisfaction survey were 

established, it was administered to four colleges per model. Since a commitinent from 
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the school was made before sending the surveys, there should have been 100% return on 

the number of colleges rettiming the fonnal survey. However, since completion of the 

survey was voluntaty and only students who pre-registered were surveyed, and since 

some students may have been absent the day of the survey, not evety student enrolled in 

the course being surveyed may have completed the instiiiment. 

Step 2: A two-way ANOVA was performed to determine the main effects of pre-

regisfration models and school size on student satisfaction. 

Step 3: A repeated measures ANOVA was conducted to determine the significant 

difference between student perception of importance and their satisfaction level with the 

pre-registration experience. 

Summaty 

The purpose of Chapter III was to serve as a blueprint for the research study and 

delineate the statistical procedures used in conducting the analysis. It specifically 

describes the research questions, research design, instrumentation, population/sample, 

and the plans for data collection and analysis. 

This chapter identified the research methodology and target populations. Two 

surveys were administered to gather data. The population for the pre-registration models 

survey was the entire population of community colleges in Texas. The population for 

the student satisfaction survey was all community college students enrolled in core 

courses such as Freshman Composition, histoty, government, and psychology. A 

representative sample of Texas community college students were given the student 
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satisfaction survey. An analysis of variance was conducted to determine significance and 

interaction of the variables and provide information pertinent to this study. 
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CHAPTER IV 

FINDINGS 

The purpose of this study was to determine the common models of pre-

regisfration in community colleges in Texas and to compare the level of student 

satisfaction associated with each model. The effect of school size on students' 

satisfaction was also examined. Three research questions were asked in this study: 

RQl. What are the pre-regisfration models currently used by Texas community 

colleges? 

RQ2. What are the effects of pre-regisfration model and school size on student 

satisfaction? 

• Are there significant differences in the levels of student satisfaction with 

different pre-regisfration models? 

• Is there a significant difference in the levels of student satisfaction 

between the large and small community colleges? 

• Is there a significant interaction between model and size on satisfaction 

level of community college students? 

RQ3. Is there a significant difference between student perception of importance and 

student satisfaction? 
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Research Ouestion One 

The first research question was "What are the pre-regisfration models curtently 

used by Texas community colleges?" Pre-registration models refer to the various types 

of physical lay-outs for pre-registration. In order to determine the common models of 

pre-regisfration in community colleges in Texas, the regisfrar or a representative from the 

regisfrars or admissions office was polled. The entire population of community 

colleges in Texas (68) was surveyed using a survey instmment shown in Appendix B. 

The data was gathered by contacting the representative in person, through email, or by 

telephone. The pre-registration models survey offered five models to select from and an 

open-ended "other" categoty. The six models included: 

1. MORE THAN ONE BUILDING 
Students must go to more than one building to complete the pre-registration 
process. 
Example: Regisfrar's office is in one building, business offIce^ursar is in a 
different building. 

2. ONE BUILDING, MORE THAN ONE OFFICE 
Students can complete pre-regisfration in one building even though they must go to 
separate offices. 
Example: Regisfrar's office, business office/bursar are in separate offices but within the 
same building. 

3. ONE BUILDING, ONE OFFICE 
Students can complete pre-regisfration in one office. 
Example: A combined services area exist where sttidents can pre-register and pay at one 
office. 

4. NO BUILDING 
Student pre-regisfration uses technology exclusively. 
Example: Sttidents must pre-register and may pay via telephone or web. 
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5. COMBINATION 
Students pre-register by telephone/web/person but pays by one of the example models 
above. 
Example: Students pre-register by phone and pay through one building, one office. 

6. OTHER 
Please explain. 

The first research question, "What are the pre-registration models currentiy used by 

Texas community colleges?" was answered as a result of surveying all 68 community 

colleges in Texas. The results are as follows: 

MODEL ONE: MORE THAN ONE BUILDING 
Students must go to more than one building to complete the pre-regisfration 
process. 
Nine colleges 

MODEL TWO: ONE BUILDING, MORE THAN ONE OFFICE 
Students can complete pre-regisfration in one building even though they must go to 
separate offices. 
Thirty-three colleges 

MODEL THREE: ONE BUILDING, ONE OFFICE 
Students can complete pre-registration in one office. 
Zero colleges 

MODEL FOUR: NO BUILDING 
Student pre-regisfration uses technology exclusively. 
Zero colleges 

MODEL FIVE: COMBINATION 
Students pre-register by telephone/web/person but pays by one of the example models 
above. 
Twenty-six colleges 

MODEL SIX: OTHER 
Zero colleges 

Models Three, Four, and Six were deleted because no community colleges followed 

those models. Therefore, it was concluded that there are three models of pre-registration 
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followed by community colleges in Texas as illusfrated in the following table (Table 

4.1). 

Table 4.1: RQl: What are the pre-regisfration models currently used by Texas 
community colleges? 

Model Number Percent 

1 9 13 

2 33 49 

3 26 38 

MODEL ONE: MORE THAN ONE BUILDING 
Students must go to more than one building to complete the pre-regisfration 
process. 

MODEL TWO: ONE BUILDING, MORE THAN ONE OFFICE 
Students can complete pre-regisfration in one building even though they must go to 
separate offices. 

MODEL THREE: COMBINATION 
Students pre-register by telephone/web/person but pay by one of the example models 
above. 

Description of Population/Sample 

A survey was sent to evety college in the population to investigate the pre-

regisfration model the school was using. 

As found in the previous research question, among die 68 community colleges in 

Texas were 9 colleges adopting pre-regisfration Model One, 33 adopting Model Two, 

and 26 adopting pre-regisfration Model Three. To investigate the effect of college size 

on student satisfaction, the colleges were ftirther divided into small (less that 5,000 

sttidents enrolled) and large (more than 5,000 sttidents enrolled). Among the 9 Model 
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One colleges 7 were small and 2 were large colleges, 22 small and 11 large colleges used 

Model Two; and 9 small and 17 large colleges used Model Three. 

To obtain a student sample that was balanced at the pre-regisfration model and 

the college size, 20 community colleges were contacted and invited to participate in the 

study. The 20 colleges were selected based on their location and size. The colleges 

receiving the letter to participate were scattered throughout the state and were a mixture 

of large and small colleges. Twelve colleges agreed to participate. The distribution of 

the 12 colleges were grouped by the pre-registration model and the size as presented in 

Table 4.2. 

Table 4.2: Distribution of Community Colleges Participating in the Study by Size and 
Model 

Small 

Large 

Total 

Model 1 

2 

2 

4 

Model 2 

3 

1 

4 

Model 3 

2 

2 

4 

Total 

7 

5 

12 

In each of the participating schools, approximately 50 copies of a survey instrument were 

distributed to students who enrolled in core courses such as English, government, 

histoty, and psychology. The final sample included a total of 517 students. The 

distribution of the students from the colleges with different pre-registration models and 

school sizes are presented in Table 4.3. 

92 



Table 4.3: Distribution of Students Participating in the Study by Size and Model 

Small 

Large 

Total 

Model I 

95 

108 

203 

Model 2 

147 

17 

164 

Model 3 

68 

82 

150 

Total 

310 

207 

517 

The goal was to obtain a minimum of 500 student satisfaction surveys. The data 

gathering plan was to survey four colleges from each of the three models. Each college 

was asked to survey 50 students; therefore, the anticipated total number of surveys 

returned was 600. (3 models, 4 colleges per model, 50 surveys per college, 200 surveys 

per model=600) 

In reality, however, the results were not equal. Model One consisting of four 

colleges responded with a total of 203 completed surveys; Model Two consisting of four 

colleges responded with 164 completed surveys; and Model Three consisting of four 

colleges responded with a total of 150 completed surveys for a grand total of 517 

completed student satisfaction surveys. Even though each model did not have a total of 

200 surveys completed, the number of completed surveys was adequate to be 

representative of the students enrolled in community colleges comprising each model. 

Student demographic information was also gathered. The student demographic 

information was consistent with the state norms. A summaty of the demographic 

information which is useftil to determine extemal validity follows in Table 4.4. 
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Instrumentation 

The student satisfaction survey consisted of 19 items. Ten items dealt with 

importance and satisfaction of pre-regisfration; nine items were demographic in nature. 

The instmctions directed the students to rate their level of importance and satisfaction 

with each of the items stated in the survey. 
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Table 4.4: Student Demographic Information 

Question Number Percent 

Gender: 
Female 
Male 

Age: 
<20 
20-24 
25-29 
30-39 
40-49 
50+ 

Curtent Enrollment Status: 
Day 
Evening 
Weekend 
Combination 

Years in attendance at this college: 
1 or less 
2 
3 
4 or more 

Educational Goals: 
Transfer courses/degree 
Technical degree or certificate 
Self-improvement/pleasure 
Job-related fraining 
Other 

Employment: 
Full-time off campus 
Part-time off campus 
Full-time on campus 
Part-time on campus 
Not employed 

339 
151 

203 
150 
59 
56 
17 
5 

321 
93 
0 
75 

305 
122 
38 
23 

372 
79 
5 
6 
45 

153 
169 
11 
38 
117 

66 
29 

40 
29 
12 
11 
3 
1 

63 
18 
0 
15 

59 
24 
7 
5 

72 
15 
1 
1 
9 

30 
33 
2 
7 
23 
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The ten pre-regisfration survey items were: 

1 The personnel involved in pre-regisfration were helpftil. 

2. The personnel involved in pre-regisfration were knowledgeable. 

3. Policies and procedures regarding pre-regisfration were clear. 

4. Policies and procedures regarding pre-regisfration were well publicized. 

5. There were convenient ways of paying my tuition and fees. 

6. The office where I pay was open during hours that were convenient. 

7. I seldom got the "run-around" when seeking information on this campus. 

8. The process of registering for classes was efficient. 

9. The physical layout of regisfration was efficient. 

10. Rate your overall satisfaction with pre-regisfration. 

Only the first nine questions were used in dealing with importance as compared to all ten 

questions in dealing with satisfaction. Question Ten which allowed students to rate their 

overall satisfaction with the pre-regisfration process was not comparable to rating 

students overall importance with pre-regisfration, therefore, there was no question 

dealing with overall rating of importance. 

Students were asked to rank their level of satisfaction with each of the ten pre-

regisfration statements using the following Likert scale: 

1. Not satisfied at all, 

2. Not vety satisfied, 

3. Neutral, 

4. Satisfied, 
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5. Vety satisfied. 

Students were asked to rank their level of importance with each of the nine pre-

registration statements using the following Likert scale: 

1. Not important at all, 

2. Not vety important, 

3. Neutral, 

4. Important, 

5. Vety important. 

A pilot study was conducted to determine the reliability of the student satisfaction 

survey. Results of the pilot study indicated the student satisfaction survey demonsfrated 

exceptional reliability v^th a coefficient alpha of .90 for the set of "importance" scores. 

The reliability analysis of the "satisfaction" scores on the pilot student 

satisfaction survey indicated a coefficient alpha of .48. Question 1, "The persormel 

involved in pre-registration were helpful," revealed an anomaly in reliability. If question 

one were deleted, the reliability would be as high as .90. However, it was decided based 

on further analysis that question one is a valid question and was left in the survey. 

Table 4.5 shows the reliability analysis for the "importance" and "satisfaction" 

variable scores for the pilot study. 

Table 4.5: Reliability Analysis for Importance and Satisfaction in Pilot Study 

Number of Cases 

Importance 64 

Satisfaction 61 

Number of Items Alpha 

9 .90 

10 .48 
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The student satisfaction survey demonsfrated high reliability and validity, with a 

reliability coefficient (alpha) of .90 for the set of importance scores and .91 for the set of 

satisfaction scores. 

Table 4.6: Reliability Analysis for Importance and Satisfaction 

Number of Cases Number of Items Alpha 

Importance 506 9 .90 

Satisfaction 490 10 .91 

Research Ouestion Two 

In order to answer the second research question, "What are the effects of pre-

regisfration model and school size on student satisfaction?" a student satisfaction survey 

was developed by the researcher. The survey was administered to 517 students at 

participating community colleges in Texas. 

To examine the effects of pre-regisfration and college size on student satisfaction, 

a two-way ANOVA was conducted, with model and size as two independent variables 

and student satisfaction as the dependent variable. The descriptive statistics of student 

satisfaction, including the mean and standard deviation, are organized by the independent 

variables and presented in Table 4.7. 

Table 4.7: Descriptive Statistics of Student Satisfaction 

Small 

Large 

Average 

Model 1 (SD) 

4.21 (.60) 

4.36 (.69) 

4.29 (.66) 

Model 2 (SD) 

4.08 (.70) 

3.73 (.55) 

4.05 (.70) 

Model 3 (SD) 

3.93 (.73) 

3.94 (.77) 

3.94 (.75) 

Total (SD) 

4.09 (.69) 

4.14 (.75) 

4.11 (.71) 
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Table 4.7 indicates the level of student satisfaction associated with each pre-regisfration 

model. The two-way ANOVA shows the main effect of model is significant, F (2, 

516)=I3.57, p<.001. The post-hoc comparison between the mean of satisfaction of the 

three groups indicated the comparison between Model One (x=4.29) and Model Two 

(x=4.05) is significant. The difference between Model One and Model Three (x=3.94) is 

also significant. Both differences were significant at the p<.OI level. However, the 

difference between Model 2 and Model 3 is not significant. Subjects who pre-registered 

at campuses where students had to go to more than one building (Model One) to 

complete the pre-regisfration process were significantly more satisfied (x=4.29) than 

students enrolling in one building, more than one office (Model Two, x=4.05) and 

combination (Model Three, x=3.94). 

Table 4.8: Inferential Statistics of Student Satisfaction 

Model 

Size 

Model X Size 

Error 

Total 

SS 

13.06 

.34 

3.03 

245.95 

260.61 

df 

2 

1 

2 

511 

516 

ms 

6.53 

.34 

1.52 

48 

F 

13.57 

.71 

3.15 

P 

.01 

.40 

.04 

Sub-question two, "Is there a significant difference in the levels of student 

satisfaction between the large and small community colleges?" was answered by 

conducting a two-way ANOVA. For sub-question two, the ANOVA showed the main 

effect of size as not significant F (1, 516)=.7I p<.40 as shown in Table 4.8. 
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Sub-question three, "Is there a significant interaction between model and size on 

satisfaction level of community college students?" was answered by separating small 

schools from large schools and conducting a one-way ANOVA and Bonfertoni's post hoc 

analysis using multiple comparisons to determine interaction. For sub-question three, the 

interaction between the two variables was significant, F (2, 516)=3.15 p<.04. 

To further investigate the significant interaction effect between model and size, 

data were split by school size to examine the difference m satisfaction level with three 

pre-regisfration models of students from small and large colleges. The simple main 

effect test conducted with the satisfaction of students from small colleges showed a 

significant model effect, F (2, 309)=3.24, p<.04. Post hoc comparisons between the three 

models showed that students' satisfaction with Model One (x=4.21) was significantly 

higher than that of students with Model Three (x=3.93). The difference in satisfaction 

between Model One and Model Two (x=4.08) and Model Two and Three was not 

significant. 

The simple main effect test conducted with the satisfaction of students from large 

colleges also showed a significant model effect, F (2,206)= 11.11, p<.001. Post hoc 

comparisons between the three models showed that students' satisfaction with Model 

One (x=4.36) was significantly higher than that of students with Model Two (x=3.72) 

and Model Three (x=3.94). The difference in satisfaction between Model Two and 

Three was not significant. 
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In summaty, the main effect for size was not significant, the main effect for 

model was significant, and an interaction between model and size existed between the 

two factors. 

Research Ouestion Three 

To answer Research Question Three, "Is there a significant difference between 

student perception of importance and student satisfaction?" an analysis using a one-way 

ANOVA on repeatedly measured variables (importance and satisfaction) was performed 

between importance and satisfaction with the following statements on the student 

satisfaction survey: 

1. The persormel involved in pre-regisfration were helpful. 

2. The persormel involved in pre-regisfration were knowledgeable. 

3. Policies and procedures regarding pre-registration were clear. 

4. Policies and procedures regarding pre-regisfration were well publicized. 

5. There were convenient ways of paying my tuition and fees. 

6. The office where I pay was open during hours that were convenient. 

7. I seldom got the "run-around" when seeking information on this campus. 

8. The process of registering for classes was efficient. 

9. The physical layout of regisfration was efficient. 

The findings for each question are given below: 

Question One, "The personnel involved in pre-regisfration were helpful." Helpful 

persormel were rated as highly important to students (x=4.37). However, their 
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satisfaction with helpftil personnel appeared to be significantly less (x=4.10) than their 

importance rating, F (1, 510)=36.36, p<.001. 

Question Two, "The personnel involved in pre-regisfration were knowledgeable." 

Knowledgeable personnel were rated as highly important to students (x=4.42). However, 

their satisfaction with knowledgeable personnel appeared to be significantly less 

(x=4.07) than their importance rating, F (I, 508)=62.80, p<.001. 

Question Three, "Policies and procedures regarding pre-regisfration were clear." 

Having clear policies and procedures was rated as highly important to students (x=4.40). 

However, their satisfaction with having clear policies and procedures appeared to be 

significantiy less (x=4.05) than thefr importance rating, F (1, 509)==61.79, p<.OOI. 

Question Four, "Policies and procedures regarding pre-registration were well 

publicized." Having well publicized policies and procedures was rated as highly 

important to students (x=4.29). However, their satisfaction with having clear policies 

and procedures appeared to be significantly less ̂ x=3.91) than their importance rating, F 

(l,507)=58.12,p<.001. 

Question Five, "There were convenient ways of paying my tuition and fees." 

Having convenient ways of paying tuition and fees was rated as highly important to 

students (x=4.50). However, their satisfaction with having the convenience appeared to 

be significantly less (x=4.18) than their importance rating, F (1, 508)=41.91, p<.001. 

Question Six, "The office where I pay was open during hours that were 

convenient." Having convenient hours of operation was rated as highly important to 
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students (x=4.49). However, their satisfaction with having the convenience appeared to 

be significantly less (x=4.21) than thefr importance rating, F (1, 505)=40.35, p<.001. 

Question Seven, "I seldom got the "run-around" when seeking information on this 

campus." Not getting the run-around was rated as highly important to students (x=4.43). 

However, their satisfaction with not getting the run-around appeared to be significantly 

less (x=3.95) than thefr importance rating, F (1, 508)=79.31, p<.001. 

Question Eight, "The process of registering for classes was efficient." Students 

rated the efficiency of registering for classes as highly important to students (x=4.55). 

However, their satisfaction with the efficiency appeared to be significantiy less (x=4.23) 

than thefr importance rating, F (I, 507)=59.48, p<.001. 

Question Nine, "The physical layout of regisfration was efficient." Students rated 

the efficiency of the physical layout of regisfration as highly important to students 

(x=4.41). However, their satisfaction with the physical layout appeared to be 

significantly less (x=4.18) than their importance rating, F (1, 500)=29.51, p<.001. 

Table 4.9 summarizes the findings. 
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Table 4.9: RQ3: Is there a significant difference between student perception of 
importance and student satisfaction? 

Question 

Question 1 

Question 2 

Question 3 

Question 4 

Question 5 

Question 6 

Question 7 

Question 8 

Question 9 

Importance Mean 

4.37 

4.42 

4.40 

4.29 

4.50 

4.49 

4.43 

4.55 

4.41 

Satisfaction Mean 

4.10 

4.07 

4.05 

3.91 

4.18 

4.21 

3.95 

4.23 

4.17 

P 

.001 

.001 

.001 

.001 

.001 

.001 

.001 

.001 

.001 

Significant differences were found between importance and satisfaction with 

regard to the helpfulness of personnel, the knowledge of personnel, the clarity of policies 

and procedures, the publicity of policies and procedures, the convenience of paying, the 

convenience of the hours of operation, not getting the "run-around," the efficiency of the 

regisfration process, and the efficiency of the physical layout of regisfration. In evety 

case there was a difference between student's level of importance (mean of importance 

means, x=4.43) and student's level of satisfaction (mean of satisfaction means, x=4.I0), 

F (2, 509)=3.09, p<.046. The implication is that colleges may not be listening to what 

students want. In addition, colleges have room for improvement in all areas according to 

the students. 

To determine whether there was a significant difference between the highest and 

lowest levels of student perception of importance associated with each pre-regisfration 
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process on the student satisfaction survey, an analysis using a one-way ANOVA on 

repeatedly measured variables was performed. Twenty of the 36 post hoc pairwise 

comparisons were significantly different as illusfrated in Table 4.10. 

Students ranked Question 8, "The process of registering for classes was 

efficient." as being most important (x=4.55). Conversely, students ranked Question 4, 

"Policies and procedures regarding pre-regisfration were well publicized." as being least 

important (x=4.29). There was a significant difference F (I, 510)=55.28, p<.OOI, 

between the highest and lowest ranking of student perception of importance. 

Table 4.10 summarizes the findings. 

Table 4.10: Difference in Importance Means 

1 2 3 4 5 6 7 8 

2 .059 

3 .326 .560 

4 .020* .001*** .001*** 

5 .001*** .053* .005** .001*** 

6 .001*** .062 .010** .001*** .898 

7 .178 .922 .502 .001*** .059 .083 

8 .001*** .001*** .001*** .001*** .143 .091 .002** 

9 .304 .655 .902 .001*** .012* .007** .611 .001*** 

*p<.05, **p<.01, ***p<.001 
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CHAPTER V 

CONCLUSIONS AND RECOMMENDATIONS 

The purpose of Chapter V is to discuss the findings of this study, draw 

conclusions, and make recommendations. Chapter V contains the following sections: 

Summaty of the Study, Discussion, Implications for Policy and Practice, 

Recommendations for Future Research, and Conclusions. 

Summaty of the Study 

The primaty purpose of this study was two-fold. The first was to identify the 

various models of pre-registration in community colleges in Texas. The second and most 

important purpose of the study was to determine the effects of pre-registration model and 

school size on student satisfaction. 

The premise of this study was based upon a frend in higher education which 

promotes the concept of "student as customer" and one-stop shopping. According to 

Kleinman(1999): 

One of the major trends in student services is one-stop, one-step 
service to eliminate student mnaround and improve operating 
inefficiencies. Students and their parents are becoming increasingly savvy 
and educated customers. As the cost of education is at an all-time high, 
and as the available choices of colleges are many, they are increasingly 
demanding better service and maximum value for their dollars-or they 
will go elsewhere, (p. 26) 

The results of this study determined the pre-regisfration models of community 

colleges in Texas as well as a compared the levels of student satisfaction associated with 
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each model. Additional results include a comparison of students' levels of importance as 

well as levels of satisfaction with pre-regisfration. 

The theoretical framework surrounding this study comes from four significant 

contiibutors to organizational theoty research: Lee Bolman, Tenence Deal, William 

Bergquist, and Robert Bimbaum. Depending upon the jargon of the author, institutions 

are organized into four different^a/we*, cultures, or systems. The organizational culture 

of the institution will impact the stmcture of the pre-regisfration process. 

To accomplish the purposes of this study, survey research was employed to gather 

quantitative data in order to determine the pre-regisfration models of community colleges 

in Texas as well as the level of student satisfaction associated with each model. A pre-

registration models survey consisting of five descriptions of the physical lay-out of pre-

regisfration and an "other" categoty was administered to all Texas community colleges. 

After reviewing existing student satisfaction questiormaires and the Noel-Levitz Student 

Satisfaction Inventoty, a new satisfaction measurement tool was created by the 

researcher and used to address the research questions of this study. 

In order to determine the models of pre-regisfration used by Texas community 

colleges, the entire population (68) was surveyed. Personal interviews, emails, and 

telephone calls were made to the regisfrar or a representative from the office of the 

registrar or admissions office to collect the data. The interviewee was asked to describe 

the physical lay-out of pre-registration at his/her community college and match it to one 

of five descriptions on the survey. In addition, there was a sixth categoty, "other," for 

any lay-outs that did not fit into one of the five on the survey. 
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The student satisfaction survey is a modified instilment. The sttident satisfaction 

survey was administered to four colleges representative of each pre-regisfration model. 

Twenty colleges scattered geographically throughout Texas were invited to participate in 

the sttidy. Twelve (60%) agreed to administer the student satisfaction survey. Each 

college was asked to survey 50 sttidents. There were a total of 517 completed sttident 

satisfaction surveys returned. 

To accomplish the objectives of this study, the following research questions were 

posed: 

RQl: What are the pre-regisfration models currently used by Texas community 

colleges? 

RQ2: What are the effects of pre-regisfration model and school size on student 

satisfaction? 

• Are there significant differences in the levels of student 

satisfaction with different pre-regisfration models? 

• Is there a significant difference in the levels of student satisfaction 

between the large and small community colleges? 

• Is there a significant interaction between model and size on 

satisfaction level of community college students? 

RQ3: Is there a significant interaction between student perception of importance 

and student satisfaction? 

The fundamental contention of this research project was that the assessment of 

student satisfaction with pre-regisfration is important to educational research. In the 
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same vein, an assessment of student importance of pre-regisfration is equally important 

for higher education institutions because of the complex and varied consequences of 

student satisfaction and dissatisfaction with the institution. 

Discussion 

Three research questions guided this study. The first was to identify the various 

models of pre-regisfration in commimity colleges in Texas. The second was to determine 

the effects of pre-regisfration model and school size on student satisfaction. The third 

was to determine the difference between student perception of importance and student 

satisfaction. Following is a discussion of the major findings of each question. 

Research Ouestion One-Identification 

Respondents from the population (68) of community colleges in Texas described 

the physical lay-out of their pre-regisfration process as matching three of the six options 

listed on the pre-regisfration models survey. The six options of pre-regisfration lay-out 

used by community colleges in Texas included: (1) more than one building, (2) one 

building, more than one office, (3) one building, one office, (4) no building, (5) 

combination, and (6) other. 

Using information gained from 68 respondents (which represents 100% of the 

population), the follov̂ ang models were determined and the first research question, 

"What are the pre-regisfration models curtently used by Texas community colleges?" 

was answered as illustrated in Table 5.1. 
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Table 5.1: Number of Colleges Per Model 

Model Number 

Model One: More than One Building 9 

Model Two: One Building, More than One Office 33 

Model Three: Combination 26 

The results of this study would suggest that the physical layout for pre-regisfration 

may be in transition. Only nine community colleges require students to fravel from one 

building to another to complete the pre-regisfration process. As this study defined the 

pre-regisfration process, institutions that are organized using the stmctural frame 

(Bolman & Deal, 1991), the managerial culture (Bergquist, 1992) or the bureaucratic 

system (Bimbaum, 1988) which are all based on rational systems theoty, might be more 

inclined to organize their pre-regisfration as suggested in Model One. Institutions based 

on rational systems theoty promote the concept of worker specialization. The physical 

layout of pre-registration in institutions that require students to fravel from one building 

to another would support this concept, that duties and responsibilities are "siloed" 

according to expertise. The findings from this study suggest institutions are moving 

away from this concept. Institutions are leaving the older method of requiring students to 

go between buildings to pre-register thereby responding to the emphasis on customer 

satisfaction as described in the literature. The literature (Dauphinais, 1998; DiMartile & 

Cover, 1994; Gleason, 1996; Kams, 1993; Lewis, 1996) supports these findings that 
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suggest a frend developing where colleges are concerned about student satisfaction and 

are looking for methods that would support student satisfaction. 

Research Ouestion Two-Determinati(;>n 

Using information provided by 517 students, the follovsdng means were calculated 

for satisfaction associated with each pre-regisfration model. A two-way ANOVA and 

Bonfertoni's post hoc analysis using multiple comparisons was used in this study to 

determine the level of satisfaction associated with each pre-registration model which 

answered the second research question, "What are the effects of pre-regisfration model 

and school size on student satisfaction?" The findings are illustrated in Table 5.2: 

Table 5.2: Satisfaction Means Per Model 

Model Satisfaction Mean 

Model One: More than One Building 4.29 

Model Two: One Building, More than One Office 4.05 

Model Three: Combination 3.94 

The findings for this part of the study are vety surprising. The increased focus in 

the literature as well as within professional associations is toward the concept of one-stop 

shopping. The assumption has been that students prefer the ease and convenience of 

completing the pre-regisfration process in one building or through technology. The 

findings as noted in Table 5.2 suggest the opposite. Students enrolled in Model Three 

colleges are least satisfied. Even though the organizational stmcture of Model Two and 

Model Three is more closely aligned with the human resource perspective (Bolman & 
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Deal, 1991; Bergquist, 1992), there is still a problem with sttident satisfaction. 

Institutions following a human resource perspective are more willing to accommodate 

the needs of students. It is, therefore, surprising that students enrolled in Model Two and 

Model Three institutions are less satisfied. As colleges strive to integrate cutting-edge 

technology and customer service into their pre-regisfration processes, they must seek 

input from the students to determine the importance and success of their efforts. Before 

institutions go to great expense to make physical changes to the layout for pre-

regisfration, they should determine whether students may simply prefer knowledgeable 

and helpful personnel, or other less expensive improvements. 

A question on the influence of the size of college on pre-regisfration models was 

also examined. One might anticipate that community colleges with larger enrollments, 

and thus bigger budgets, might fall into Model Three—the model that combines 

web/telephone/one-stop shopping whereas institutions with smaller enrollments and 

smaller budgets might fall into Model One-the model that houses the regisfrar's and the 

business office in different buildings. However, this was not the case. The results of this 

study demonsfrated a mixture of large and small colleges in all three models. In 

addition, all three models were scattered throughout the state. Therefore, no particular 

model had a sfrong presence in any one part of the state. 

In addition, one might anticipate that college size would have an impact on 

student satisfaction with pre-regisfration. However, this was not the case. There was 

not a significant difference in student satisfaction with pre-regisfration based on the size 

of the college. All community colleges, large and small, must strive to determine what 
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results in a satisfied customer, fri addition, all colleges must sttive to create an 

afrnosphere of helpfulness and sttident centeredness. Large schools especially will be 

challenged to create a "small school" feeling which can be accomplished by bringing in 

more staff to work during busy times, creating student interest groups, etc. 

Research Ouestion Three-Difference 

The previous section summarizes how satisfied students are with the pre-

regisfration process. The following section discusses the findings when student 

importance and student satisfaction are compared. 

A negative relationship was found between importance and satisfaction with 

regard to the helpfulness of personnel, the knowledge of personnel, the clarity of policies 

and procedures, the publicity of policies and procedures, the convenience of paying, the 

convenience of the office hours, not getting the "run-around," the efficiency of the 

regisfration process, and the efficiency of the physical layout of regisfration. In other 

words, students placed importance on these processes but were not satisfied with the 

processes. These findings suggest that students are very demanding consumers and 

difficult to satisfy as suggested by Kams (1993). Colleges may not be listening to what 

students want. Colleges must follow Young's (1981) advice to "remain sensitive to the 

needs of students" (p. 19). If students indicate that a particular process is important to 

them, colleges should acknowledge that and strive to provide the process in a satisfying 

manner. Colleges have room for improvement in all areas of pre-regisfration according to 

the students. 
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In addition, students placed most importance on the efficiency of the pre-

regisfration process. Regardless of the physical lay-out of the pre-regisfration process, 

students, as well as consumers, want their time to be used efficiently. On the other hand, 

students ranked the importance of publicizing policies and procedures regarding pre-

registration the lowest. This may be hue only because the students had already pre-

registered when the survey was completed. The students may take for granted that they 

were made aware of pre-regisfration policies and procedures. 

Implications for Practice 

Though not explicitly stated as an objective of this study, one of the implied 

benefits of this study is the opportunity to use the results to influence policy and practice 

regarding students as customers. This section details possible implications for policy and 

practice as a result of this study. 

With regard to the first research question, implications for practice can be 

identified through the identification of the various models of pre-regisfration used in 

community colleges in Texas. 

The results of the first question have provided empirical data regarding pre-

registration models of community colleges in Texas. These results will enable regisfrars 

to better communicate regarding pre-registration by having this information. They will 

be able to exchange ideas and practices used by community colleges utilizing the various 

models of pre-regisfration. 
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With regard to the second research question, to compare tiie sttident satisfaction 

level associated with each model and school size, results and implications for policy and 

practice can be identified. 

Even though the frend toward freating students as customers is important, 

colleges cannot assume to know what makes a satisfied student. As pointed out by 

Gleason (1994), postsecondaty institutions need to understand the needs of their 

customers, the students. The assumption in the field has been that students who fravel 

from one building to another (Model I) to complete the pre-regisfration process would be 

more dissatisfied than students who have the oppommity to complete pre-regisfration in 

one building (Model 2) or through a combination of services (Model 3). Surprisingly, 

the findings of this study point to just the opposite-students who fravel from one 

building to another are the most satisfied with their pre-regisfration experience. Students 

who can pre-register in one building but more than one office are more satisfied than 

students who use a combination of technology (telephone and web regisfration) and one 

of the other models. This finding suggests that students are not particularly concemed 

with the physical lay-out of pre-regisfration. Other factors such as helpfulness and 

knowledge of persormel may be more important to students than the physical lay-out. 

Another factor may be that some students are still uncomfortable using technology which 

may have caused lower levels of satisfaction with Model Three. 

This finding behooves community colleges to reconsider promoting the concept 

that one-stop shopping will automatically lead to student satisfaction. Colleges are 

spending money and time renovating and reorganizing in order to support the frend 
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toward one-stop shopping and sttident satisfaction. Of course, sttidents may be vety 

satisfied with an instittition that has a combined services approach to serving sttidents. 

However, the satisfaction may be coming from the emphasis placed on cross-ttaining 

staff and promoting customer satisfaction tiiat usually accompanies a move to a one-stop 

shopping approach. 

To summarize, below is an abbreviated listing of the aforementioned results and 

implications for policy and practice: 

• Regisfrars now have a basis of comparison when communicating about 

pre-regisfration lay-out. 

• The physical lay-out of pre-regisfration is not of utmost importance to 

students. 

• Before changes are made toward one-stop shopping, colleges should 

evaluate what criteria their students perceive as needing changed. 

• Students place high levels of importance on pre-regisfration processes and 

are not satisfied with the processes. 

• As retention literature suggests, students who are dissatisfied with the 

institution, do not reenroll. 

Significance of the Study and Recommendations for Future Research 

This study is a significant contribution to higher education for several reasons. 

First, it determined the pre-regisfration models utilized by community colleges in Texas. 

Regisfrars can now examine policies and procedures with similarly stmctured 
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institutions. Second, it compared the level of student satisfaction with each pre-

regisfration model. This provided information important to regisfrars in communicating 

with each other and making comparisons useful for improving pre-regisfration. Third, it 

provided data on the importance and satisfaction of the one-stop shopping concept. 

Findings are contraty to what was expected. Fourth, it provided empirical data that may 

affect the frend toward one-stop shopping. The empirical data was surprising and may, 

therefore, affect the frend toward one-stop shopping. Despite the intended breadth and 

depth of this study, additional questions were raised that remain unanswered. 

Recommendations for future research include the following areas: 

Conduct a study per model to determine the variables that affect student 

satisfaction within each model. Since the models have now been determined, it would be 

interesting to determine the specific processes students find most satisfying within each 

model. 

Conduct a study of colleges that have one-stop shopping with regard to student 

satisfaction. Findings from this study would provide important information regarding 

whether the frend toward one-stop shopping is in students' best interest. 

Conduct a study on the impact of technology on the pre-registration process. As 

technology changes and influences registration processes, the curtent pre-registration 

models are likely to change. For example, a pre-regisfration model of the futtire may 

involve all regisfration occurring stiictly through tiie utilization of technology. 

Conduct a study that evaluates student satisfaction at the item level rather than 

overall satisfaction. It would be interesting to know exactly what aspects of registt^tion 
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sttidents find satisfying as well as dissatisfying. For example, an analysis at the item level 

would provide data about specific processes that need improvement. Colleges would be 

able to make specific improvements based on information gained from the item level 

analysis. 

Conduct a student satisfaction study per model that measures satisfaction with 

broader regisfration processes including academic advising and testing. Academic 

advising and testing are large components of the regisfration process. Including these 

variables in the measurement of student satisfaction would provide useful information. 

Conduct a survey with employees rather than students regarding satisfaction with 

the different pre-regisfration models. The human resources theoty emphasizes the 

importance of the employees in the organization. As the frend toward one-stop shopping 

grows, it would be especially interesting to evaluate the affects changing to this model 

has on the employees. 

Conduct a study to analyze the significant differences in the importance means. 

Institutions could make changes and improvements based on a detailed analyses of the 

students' perceptions of the processes of pre-regisfration that are important to them. 

Conclusions 

The answers to the research questions that guided this inquity into the 

determination of pre-regisfration models of community colleges in Texas and made a 

comparison of levels of student satisfaction associated with each model and school size, 

and the resulting implications, recommendations, and conclusions should be given 
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thoughtfiil and serious consideration because of the sfrengths of tiiis study: (1) a 100% 

response rate from Texas community colleges to determine the pre-registration models; 

(2) a 60% response rate from the colleges invited to participate in the student satisfaction 

survey; (3) the generalizability of the results across community colleges in Texas; and (4) 

the high reliability of the importance and satisfaction scales. 

From the answers to the research questions, the following conclusions were 

made. 

There are three pre-regisfration models currently used by community colleges in 

Texas. Based on the three models, regisfrars can communicate and compare the pre-

regisfration lay-out at their own institutions. 

Students are most satisfied with Model One (more than one building), followed 

by Model Two (one building, more than one office), and then by Model Three 

(combination). Surprisingly, students who fravel from one building to another are the 

most satisfied with their pre-regisfration experience. Students who can pre-register in 

one building but more than one office are more satisfied than students who use a 

combination of technology (telephone and web regisfration) and one of the other models. 

These findings are surprising because of the frend in higher education toward one-stop 

shopping. These findings caution community colleges of the risk of follovking frends 

without data. It is important to survey students to determine what is important to them 

before making changes based on assumptions. 

And finally, there is a negative correlation between student importance and 

satisfaction. Students tend to rank importance higher than satisfaction on pre-regisfration 
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processes. This simply means that many students place importance on pre-regisfration 

processes that community colleges are not providing satisfactorily. These findings 

encourage community colleges to ask students for input on what is important to them as 

well as how satisfied they are instead of making assumptions for the students. 

In summaty, this study provides empirical data that will be useful to regisfrars in 

making comparisons and decisions affecting pre-regisfration. In addition, this study has 

pointed out the importance of customer satisfaction as it applies to pre-registration in 

community colleges in Texas. 
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Date 

Inside Address 

Dear 

I am currently writing a dissertation that may be of interest to you. Because of a frend 
developing toward better customer service in institutions of higher education, it is 
imperative to gather empirical data that can be used to make decisions about how to 
better serve our students. 

Before colleges reorganize and/or renovate, it would be nice to know what the students 
perceive to be the most satisfying model of regisfration. My study will identify the 
current models of regisfration in community colleges in Texas. Then the study will 
determine the levels of student satisfaction associated vyith each model. 

I've enclosed the survey instrument that vyill be used to determine the students' level of 
satisfaction associated with each model. We will discuss the instrument at our meeting. 
Please review it and bring any suggestions to the meeting. 

Thank you for agreeing to be a part of my pilot study group. We will meet Friday, April 
14, at 3:00 on the Amarillo College campus in LI 12. This room is directly to your right 
as you enter the libraty which is located in the center of the campus. 

Please call me at work at 371-5462 or home at 358-1853 or email me at rjbell(^ctx.edu 
if you have any questions prior to our meeting. 

Thank you so much for your vyillingness to make a professional contribution to my study. 

Sincerely, 

Renea Bell, Amarillo College 

Bonita Butiier, Ph.D. 
Dissertation Chair, Texas Tech University 
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Date 

Inside Address 

Dear 

1 am currendy writing a dissertation that may be of interest to you. Because of a trend developing 
toward better customer service in institutions of higher education, it is imperative to gather 
empirical data that can be used to make decisions about how to better serve our students. 

Before colleges reorganize and/or renovate, it would be helpful to know what the students 
perceive to be the most satisfying model of pre-registration. My study will identify the current 
models of pre-registration in community colleges in Texas and the levels of student satisfaction 
associated with each model. 

In order to proceed with my study, I must administer a student satisfaction survey at colleges 
representative of each identified model. I have selected your college as one of the models. 
Would you allow students in one of your freshman level courses such a freshman composition, 
history, government, or psychology to complete the student satisfaction survey? It is only 19 
questions and will take approximately 5 minutes to complete. I will need only 50 surveys from 
your institution. I would like the survey to be administered early in June, during the first summer 
session. 

If you choose not to participate, please let me know immediately. If you will participate, please 
give me the name, telephone number, and email address of the person you would like for me to 
contact to administer the survey by May 26 if possible. 

My work number is 806-371-5462, home number is 806-358-1853, and email is rjbell@actx.edu. 

Thank you so much for considering my request. If you are interested, 1 will be glad to share the 
results with you. 

Sincerely, 

Renea Bell, Amarillo College 

Bonita Butner, Ph.D. 
Dissertation Chair, Texas Tech University 
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Date 

Inside Address 

Dear 

Thank you so much for agreeing to administer my pre-registration student satisfaction 
survey at your college. If you are interested in this study, I will be making a presentation 
of the findings at TACRAO in the fall. 

You will find 60 copies of the survey enclosed. In my opinion, the easiest way to 
administer the survey is to ask the students to raise their hands if they pre-registered. 
Then, give the survey only to those who pre-registered for this semester. Remind them to 
fill out the back side also. Please give them a pencil as my way of saying "Thank you" 
for completing the survey. Completion time is less than five minutes. These surveys are 
to be administered in any general education class such as freshman composition, histoty, 
government, psychology, etc. 

I have enclosed a self-addressed, postage paid envelope. As soon as you have 50 
completed surveys, please retum them to me. If you find it difficult to find 50 students 
who pre-registered, I'll be glad to take whatever number you can complete. Of course, I 
would like to have the surveys returned as soon as possible, but please retum them by 
June 16 at the latest. Please contact me if you have a problem meeting this deadline. 

Thank you, again, for your help. Call or email me if you have any questions or problems. 
My work number is 806 371-5462, my home number is 806 358-1853, and my email is 
rjbell@actx.edu. 

Sincerely, 

Renea Bell 
Amarillo College 
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PRE-REGISTRATION MODELS IN 
TEXAS COMMUNITY COLLEGES 

I am working on my dissertation toward a doctorate in higher education from Texas Tech University I am 
proposing to investigate the various pre-registration models of community colleges in Texas and then 
determme the level of smdem satisfaction associated with each model. 

In my study, pre-registrahon is defined as the physical layout, or location, of the pre-registration processes 
and procedures (excludmg academic advising and testing) necessary to become enroUed and paid in a Texas 
community college during the period of advance or pre-registration 

The purpose of this informal survey is to provide information so I can determme the different pre-registration 
models used m community colleges in Texas, Thank you for answering the following question: 

Your community college: 
Your name and titie: 

Circle the number of the pre-registration model used by your institution or describe the model you use if 
none of the choices given fit. Circle only one. 

1 MORE THAN ONE BUILDING 
Students must go to more than one building to complete the pre-registration process. 
Example: Registrar s office is in one building, busmess office/bursar is in a different buildmg. 

2. ONE BUILDING, MORE THAN ONE OFHCE 
Students can complete pre-registration in one building even though they must go to separate offices. 
Example; Registrar's office, business office/bursar are m separate offices but within the same building 

3. ONE BUILDING, ONE OFHCE 
Students can complete pre-registration in one office. 
Example: A combined services area exists where students can pre-register and pay at one office. 

4. NO BUILDING 
Student pre-registration uses technology exclusively. 
Example: Students must pre-register and may pay via telephone or web. 

If your institution offers telephone/web/person pre-registration along with tiie option for payment through 
one of the models above, your model will be below. 

5 COMBINATION~Telephone/web/perscm and ( Choose 1,2, or 3 above.) 
Students must pre-register by telephone/web/person but may pay by one of the example models above. 
Example: Students pre-register by phone and pay through one building, one office. 

6. OTHER: Please explain 
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