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Abstract : The Unit for Open Distance Learning (UODL) at the North-West University (NWU), South Africa was established in
2013 with its main function to deliver open distance learning (ODL) programmes to approximately 30 000 students from the
Faculties of Education Sciences, Health Sciences, Theology and Arts and Culture. Quality operational and administrative
processes are key components in the delivery of these programmes and they need to function optimally for students to be
successful in their studies. Operational and administrative processes include aspects such as applications, registration,
dissemination of study material, availability of electronic platforms, the management of assessment, and the dissemination of
important information. To be able to ensure and enhance quality during these processes, it is vital to determine students’
perceptions with regards to these mentioned processes. A questionnaire was available online and also distributed to the 63
tuition centres. The purpose of this research was to determine the perceptions of ODL students from NWU regarding
operational and administrative processes. 1903 students completed and submitted the questionnaire. The data was
quantitatively analysed and discussed. Results indicated that the majority of students are satisfied with the operational and
administrative processes; however, the results also indicated some areas that need improvement. The data gathered is
important to identify strengths and areas for improvement and form part of a bigger strategy of qualitative assurance at the
UODL.
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