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Companies needlessly spend millions of dollars on initiatives to resolve productivity issues within their organisation. Often the solutions implemented compound the problem and doesn’t resolve their core issues. To prevent such occurrences, it is necessary to conduct a Needs Assessment or Needs Analysis. This method allows a professional to analyse and identify the actual needs or gaps which may exist in an organisation. The process will present findings which will establish the gaps and recommendations can be made on how to fix these gaps. An organised or efficient approach will always garner greater benefits than an ill prepared method. 

In this book we will utilise this method to conduct an “Appraisal of staff proficiency with the Learning Management System and the impact on student satisfaction.” This will be conducted in an actual tertiary institution with well over 450 students; however, for our purposes, we will name the institution PDF Academy.
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PDF Academy has its focus on on-line student administration via its Learning Management System (LMS) with a goal of attaining 1000 students enrolled both on campus and via distance learning. It is important to this establishment to have an LMS system, which can deliver the necessary information to students, lecturers, administrative and general staff. The LMS system has various modules and capabilities. These are listed below: -

	Enquiries and Application 

	Registration and Training

	Curriculum Management 

	Attendance and Tuition Management

	Assessment and Assignments

	Communication, class content and the knowledge repository

	Reporting (operational and management)

	Systems Administration.


The institute wishes to increase student enrolment via the LMS and to see an increase in the number of users among the current student population. Students currently enrolled in the institution have become disgruntled on several occasions due to failure to access current information on their grades for the previous semester to register for the upcoming semester, on-line, while off campus. They have also expressed a need for information on their payments, assignments, and assessments status. 

Prospective students have expressed extreme difficulty in obtaining information on-line about programmes being offered by the institution, criterion for enrolment and the cost of the various courses. Considering these complaints, it was determined that a needs assessment would be in order as the institution has all the necessary programmes and staff in place to avert such problems. 

The management of the institution believes that the necessary updates and data entry to the system is not being done. However, they would like to identify the area(s) at fault, rectify the situation, and at the same time get the students’ views on how to better facilitate them and improve their organisation policies and service. 

The proper handling of this student administration system is important to PDF Academy’s new direction. All the preparation and implementation resources will be wasted if the issue is not resolved in a timely manner. The implications range from a decline in student population, lower levels of student satisfaction, the negative psychological effects on both the students and staff and the growth of the organisation as a learning organisation. PDF Academy invested millions of dollars in sourcing and developing this system and infrastructure. People were trained to make it successful. One may be tempted to assume that the system is the problem; however, there may be fundamental issues, which we aim to determine.

This assessment project seeks to determine whether the system processes, implemented by the organisation, are being followed, or if the inefficiencies with the system are directly related to the student administration staff and facilitators. It also seeks to identify whether students are satisfied with the Learning Management System and the institutions effort to monitor and update the system, and by extension transform the face of their learning experience.

Noted is the significance of this task and one seeks to resolve the issue in a timely and orderly fashion. Noteworthy is the fact that globally, organisations are moving towards online applications to guide and conduct training for their staff. Overall technology is the trend for all areas in the business and professional world. It is advantageous for PDF to understand and resolve this problem promptly.

Design Strategy

The Operational Audit and Organisational Climate assessment types were utilised to research the presenting problems at the Institution. These types were best able to facilitate the needed information as Operational Audit examines “organisation’s structures, plans, objectives and how efficiently it uses its human and material resources... Operational Audits provides valuable information on the organisation’s current operational condition” (Hurlock, 2015). 

Organisational assessment focuses chiefly on work atmosphere and how it influences psychosomatic and emotional state. Incorporated within these types of assessments are varying data collection methods which include questionnaires, interviews, on-site observation, and focus groups. 

The intended population was the 35 lecturing, administrative and technical staff of PDF Academy and the 450 on-campus students. The Assessment team administered questionnaires to 100 students, interviewed 10 staff members and further had a ‘focus’ group with another 10 of the remaining staff members. 

On-site observation was incorporated to capture additional information and to broaden the scope of the assessment. Using simple random sampling, the nth interval was derived. The total population was divided by the total sampling size of 100 to give the interval (n) of 4.5. As such the assessment team administered the 100 questionnaires to every other fourth or fifth student encountered. 

Care was taken to ensure sampling across the varied demographic characteristics, while not duplicating respondents. The same method was applied to the selection of staff members who were interviewed. This method was continued until all 10 interviews were conducted. Without any reference to established statistical procedures, ten staff members were asked to participate in the focus group. The team of Assessment Specialists began on-site observation the moment they arrived at the institution. 

Methodological triangulation was utilized to conduct this study, the process of mixing qualitative and quantitative ‘methods’ to sourcing data. This approach was chosen simply to make the study more comprehensive resulting from the complementary nature of the methods. Questionnaires were administered giving rise to the quantitative analysis while simultaneously interviews were conducted giving credence to the qualitative method. 

Both methods are present with limitations such as the idea that qualitative research requires more time, greater clarity of goals and results cannot be analyzed by computer programs – hence subjected to researchers’ opinions. Critics argue that quantitative research is too rigid, following a linear path, testing hypotheses linked to casual explanations (Nueman, 2003). It was hoped that utilizing both methods would combat the possible limitations of the other.

The team sought the cooperation of staff and students while management made available required resources. Data collection commenced with the distribution of questionnaires and the conducting of interviews with staff members. Focus groups were held and on-site observation occurred daily in the computer labs and student administration offices. After the initial two-month duration the team analysed the results and then presented the findings to management at the end of the third month. Recommendations were implemented at the start of the fourth month and changes began to occur within the fifth month.

Data Collection Methods

To ascertain the required information, the quantitative method of data collection was utilized with particular use of questionnaires as the primary method. The questionnaires were designed to gain as much information as possible thus they included closed-ended questions.  The quantitative method was utilized as it seeks explanations and predictions that can be generalized to other persons and places.  It establishes, confirms, or validate relationships and develop generalizations that contribute to our hypothesis.  

Questionnaires were constructed in different sections to include the following: Section A, demographic data, Section B. which asked whether individuals had used the system and to what extent. Section C looked at whether individuals had experienced any problems and how these were handled or solved. This section asked respondents to indicate their satisfaction with the system and if they were indeed interested in utilising the system. They were constructed using variations of the Likert Scale; this rating scale is used to measure behaviour, attitude or other phenomenon of interest on a continuum ranging from “inadequate to excellent,” never to always” or “strongly approve” to “strongly disapprove.” 

Interval scales were used to collect demographic data and Forced choice (yes/no) questions were used when one answer had more than one response. Questionnaires were administered on an individual basis; therefore, participants were given enough time to complete and return the questionnaire immediately thus eliminating any loss of data.  

A total of five persons canvassed the institution and surveyed every 5th student encountered. This was very successful as all persons readily participated resulting in all required 100 questionnaires been answered or received.

The secondary source of data collection method utilized was the qualitative method with special emphasis on the use of interviews.  Interviews were used to gain more sensitive information and garner opinions on issues requiring explanations. 

Two separate interview schedules were utilised. The first was used to gauge the responses of students visiting the computer labs to use the systems. This medium asked key question that directly influenced the findings as to what caused difficulties in the first instance. Queries ranged from asking whether respondents were students with a system password to whether they had knowledge of the system and if they ever attempted to access the system. The respondents were randomly selected without statistical inference resulting in a larger majority canvassed. Most persons approached responded except for five who were either too upset to be rational or were simply not interested. 

The other interview schedule captured information from staff members. It sought their opinions on the system, its functions and whether they had received reports from the students or other user as well as how they may have responded to the reports. These interviews were conducted by the Project Coordinator who interviewed every 3rd staff member or lecturer based on the ‘nth’ rule of systematic random sampling. 

Of note is the fact that these persons offered suggestions which will be highlighted in the section recommendations, although some suggestions were clearly opinionated

Additional information was sought using the method of observation using an observation schedule designed to capture data on the use of the system by students or other users. Pertinent points such as number of users of the system, how successful they were in registering for courses when such attempt was made, length of time spent on the system and whether they could manipulate the system were ticked off over a 5 – 8-hour shift. 

These approaches were chosen simply to make the study more comprehensive resulting from the complementary nature of the methods. Questions garnered from the questionnaires gave rise to the quantitative analysis while simultaneously interviews were conducted giving credence to the qualitative method.
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The graph shows the ratio of males to females in the sample. It is fair to conclude that there were as many males as there were females.  There was a total of 51 females to 49 males. However, both males and females each had a higher total in two categories. Males dominated the traditional courses such as Building and IT programmes. The Career programmes had a greater total of females and the comprehensive tally of the other programs also had more females. 
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On this chart one readily sees the age ranges of the participants in the study. The range of 21 - 30 had the largest number of respondents of 42%, followed by the range 16 – 20 with 35%, while the range 31 – 40 had 13%. The age range 41 – 50 showed 8% of the sample. The category ‘other’ had the least number of participants with 2% of the total.
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The pie chart above is proportioned to represent the percentage of respondents that had been on the Learning Management System. It indicates that the
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