APPENDIX 1

Survey Questionnaire



Sudan University of Science &Technology

College of Graduate Studies

Deanship of Quality and Development

Research Questionnaire

Part 1:

This survey deals with your expectations and perceptions of your college. All responses are

anonymous so you do NOT need to record your name on the survey.

Please complete the student profile below and then complete the questionnaire.
PLEASE COMPLETE ALL THE QUESTIONS.

The following items are for statistical information only

1-college: .o 2- course:

3-Gender: Male |:| Female I:I

4-Age: 5-Year of study

Thanks for your participation



Part 2:

EXPECTATIONS

This survey deals with your opinions of your
college. Please show the extent to which you
think colleges should posses the following
features. What we are interested in here is a

PERCEPTIONS

The following statements relate to
your feelings about your college.
Please show the extent to which

you believe your college has the

number that best shows your expectations about feature described in the statement.

your college. Here, we are interested in a
number  that shows  your
perceptions your college

You should rank each statement as follows:
Strongly Agree Strongly Disagree
1 2 3 4 5 6 7

Statement Sco | Statement Score

re

1. Excellent college will have modern looking 1. The college has modern

equipment. looking equipment.
2. The physical facilities at excellent colleges 2. The college's physical
will be visually appealing. features are visually
appealing.

3. Employees at excellent colleges will be neat 3. The college's employees are

in their appearance. neat appearing.

4. Materials associated with the service 4. Materials associated with the

(pamphlets or statements) will be visually service (such as pamphlets or




appealing at an excellent college.

statements) are visually

appealing at the college.

5. When excellent colleges promise to do 5. When the college promises to
something by a certain time, they do. do something by a certain

time, it does so.

6. When a student has a problem, excellent 6. When you have a problem,
colleges will show a sincere interest in the college shows a sincere
solving it. interest in solving it.

7. Excellent colleges will perform the service 7. The college performs the
right the first time. service right the first time.

8. Excellent colleges will provide the service 8. The college provides its
at the time they promise to do so. service at the time it promises

to do so.

9. Excellent colleges will insist on error free 9. The college insists on error
records. free records.

10. Employees of excellent colleges will tell 10. Employees in the college tell
students exactly when services will be you exactly when the services
performed. will be performed.

11. Employees of excellent colleges will give 11. Employees in the college give
prompt service to students. you prompt service.

12. Employees of excellent colleges will always 12. Employees in the college are
be willing to help students. always willing to help you.

13. Employees of excellent colleges will never 13. Employees in the college are

be too busy to respond to students' requests.

never too busy to respond to

your request.




14.

The behavior of employees in excellent
colleges will instill confidence in students

14. The behavior of employees in
the college instills confidence

in you.

15.

Students of excellent colleges will feel safe

in transactions.

15. You feel safe in your
transactions with the college.

16.

Employees of excellent colleges will be

consistently courteous with students.

16. Employees in the college are
consistently courteous with

you.

17.

Academic staff of excellent colleges will
have the appropriate knowledge and

qualification.

17. The college has a
knowledgeable and highly
qualified academic staff
(lecturer).

18.

Excellent colleges will give students

individual attention.

18. The college gives you

individual attention.

19.

Excellent colleges will have operating hours

convenient to all their students.

19. The college has operating
hours convenient to all its

students.

20.

Excellent colleges will have employees who

give students personal service.

20. The college has employees

who give you personal attention.

21.

Excellent colleges will have their students'
best interest at heart.

21. The college has your best
interests at heart.

22,

The employees of excellent colleges will
understand the specific needs of their
students.

22. The employees of the college
understand your specific needs.




SERVQUAL

Importance Weights.

Listed below are the five sets of features pertaining to University and the
services they offer. We would like to know how much each of these sets of
features is important to the customer. Please allocate 100 points among the five
sets of features according to how important it is to you. Make sure the points

add up to 100.

Features Points
1. The appearance of the University’s physical facilities, equipment, personnel and
communication materials.
2. The University 's ability to perform the promised service dependably and
accurately
3. The University’s willingness to help customers and provide prompt service.
4. The knowledge and courtesy of the University’s employees and their ability to
convey trust and confidence.
5. The caring individual attention the University provides its customers.
Total: 100

Thanks for your participation




APPENDIX 2

Survey Questionnaire (Arabic Version)
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