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Abstract: Corporate world is changing its way of doing business regionally and globally, Learning institutions
worldwide have realized the need for prompt communication with their stakeholders. In the past there has been a
problem in the way business processes were relating, hence there is a need for integrating them to enable faster
execution of organizational functions. Universities in Kenya and beyond have seen the need for full implementation
of enterprise resource planning system to address promptness in sharing data. This study sought to assess the
effectiveness of student management module of Enterprise resource planning system (ERP) on customer
satisfaction in Public universities in Kenya South Rift Region. The target population was 192 ERP users of Public
universities in South Rift Region where a 85 response was erecived. Purposive sampling was employed followed by
stratified sampling technique. The research employed descriptive survey design where adat was collected using
structured questionnaires. Data collected from the research study was analyzed using descriptive statistics. The
study recommends that universities should; develop a system where students access their academic information
such as transcripts, fees balances, units registration and all correspondences online; fully embrace biometric
identification of students so as to weed out imposters; develop an Online Student application and student
registration an trained all employees on ERP system.
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1. INTRODUCTION

An Enterprise Resource Planning (ERP) system is an information communication technology (ICT) platform which
integrates different functional modules like financial, customer relationship management, human resources, accounting,
supply chain, which forms an information system provided by software vendors to ensure different business processes are
integrated for the smooth flow of information through a company. Enterprise Resource Planning is a software solution
that integrates all business processes and functions so as to give the institutional comprehensive view of business from a
centralized ICT platform (Al-Mashari, 2003). Firms which have embraced the use of ERP are very competitive in the
market place because of efficient business processes.

The use of ERP in public universities has promoted the general performance. There are many contributions gained
through the use of ERP, among them are ;sharing of information, time reduction to complete processes, helps meet the
complex needs of the customers through customization. The functions are reconfigured to accommodate the changing
needs of the users (Dang, 2008). ERP system optimize information system processing technologies and intergrate
different data from different workstations into a single database where the transactions are auto generated, recorded and
kept safely for the future reference. In addition, ERP reduces the cost and improve the business processes (Harris, 2006).
It allows the control of many resources that are used so as to deliver satisfactory services to stakeholders.
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ERP helps institutions to incorporate processes, functions and the relevant organizations data (Delgado, 2006). When
business processes are linked together the institutions gain by reducing the time to collect data, minimize minimal
duplication of data, timely and available information management makes prompt and faster informed decision with good
quality. As well as it boosts communication within. Hindrances are lowered between different business processes and
departments on the fact that ERP is an ICT platform that helps in integrating the various business functions across all the
sections in the corporate sectors. ERP system has promoted the interconnections and corporations” with stakeholders and
its responsiveness to the changing market and the needs of the customers. Enterprise Resource Planning systems
availability has improved the work procedures and processes by properly managing for its success.

1.1 Statement of the Problem

In today’s competitive market, institutions have to adapt into the continuously changing and evolving conditions in order
to offer quality service to its customers. However most of the learning institutions have not adequately embraced ERP to
ensure Customer Satisfaction. The universities have always faced the challenges related to an array of service quality
factors that are important for customers, including: timeliness and convenience, personal attention, reliability and
dependability, employee competence and professionalism, empathy, responsiveness, assurance, availability, and tangibles
such as physical facilities and equipment. However, despite the implementation of Enterprise Resource Planning in public
universities in Kenya, there are myriads of challenges inhibiting its success. The most common challenges faced by
universities are missing marks, time tabling, poor performance appraisal, ineffective student’s clearance procedure,
ineffective preparation of graduation list and improper records keeping. Thus there is need to establish the effectiveness of
student management module on customer satisfaction in Public universities.

2. EFFECTIVENESS OF STUDENT MANAGEMENT MODULE ON CUSTOMER SATISFACTION

Student Information Management System (SMM) is a set of well-coordinated activities and procedures for handling
different functionalities like capturing, storing, processing and use of information by the students for a common objective.
SMM helps in coordinating different functions, actions, entity procedures and the system attributes for achieving a desired
goal and making informed decisions. Simon (2008), commented that integrating different parts to be complete, having
different entities relating to one another. In addition, Koontz (2005) described the importance of bringing collaboration
amongst different parts of the whole system aiming at unity in the environment for which it is intended. For instance, the
integration of SMM aims at achieving unity of efforts among the various subsystems for effective and sustainable record
keeping in global Universities. Indeed, SMM unifies information system and coordinates student data within the
environment as software solution for educational establishments managing student information. SMM are categorised in
to different size, types, capability and scope from application packages that are executed in comparatively small
institutions to only cover the students records to the business widespread solutions which aims to cover a lot of features
on multi-campus institutions with important local obligation. Most systems are modified to various levels of functionality
by procuring add-on "modules" and can be configured by their home organisations to meet the local needs.

According to Kasozi (2006) some of the importance of SMM is the provision of a platform for accurate storage of
information, timely and professionaly manner. Computer based systems in universities have been universally accepted
because it performs crucial operations as far as the students data is concerned for example enrolments, sessions reporting,
admissions, nominal rolls and biometric identifications.

The information included normally in SMM are students information coordination, maintaining and capturing of students
data, online access (24/7) of information to all users and stakeholders (parents, students and instructors) and Recording
biometrics. He also said SMM has the capabilities to solve issues like academic progression, new students enrolment,
admissions process, prospective student’s inquiries, assessments, automatic creation of teacher & class schedules,
absence, maintaining discipline records, grades and attendance, maintenance of records and the recording of
communications with students. Though the benefits of information system on students management have greatly
improved the efficiency and reliability in the universities, there are challenges on the implementation of ERP in
universities. According to Abugabah & Sanzogni, (2010), 60% - 80% of higher education institutions’ implementation of
ERP has failed to meet their goals and objectives and stakeholders were not satisfied with the outcomes. Even with
offering the ability to customize the ERP system in order meet university’s objectives, customization itself poses a risk of
failure due to high cost and scope changes (Seo, 2013).
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3. RESEARCH DESIGN

The study employed descriptive survey design. According to Mugenda & Mugenda (2003), a descriptive survey design is
an attempt to collect data from members of the population in order to determine the current status of that population with
respect to one or more variables and report the way things are. Similarly, according to (Kerlinger 1978, Kombi and
Tromp, 2006) cited in Onchera & Manyasi (2013), the use of descriptive design is useful for educational fact findings
because they provide a great deal of information. The target population were 639 respondents who were ICT personnel,
finance, administrative staff, student leaders, academic staff, registry staff, library staff and accommodation employees in
Public universities. Using purposive sampling, the researcher selected respondents in the ICT Department, Examinations,
Registry, Administration Unit, and Accommodation Department, Finance, Registry and human Resource department
making a total of 85. Data was collected using a structured questionnaire which constructed as per the study objectives.

4. FINDINGS

Table 1: Descriptive Statistics on Student Management Module

N Mean Std. Dev
There is Accurate storage of information 85 3.4471 1.45983
There is Timely and high professionalism 85 3.3294 1.43418
Effective Capturing, maintenance and coordination of student data 85 3.3059 1.44769
Access to online information to students 85 3.1882 1.40995
The university has adopted biometric identification 85 1.8235 1.02558
Managing record of absence and discipline records has been automated 85 2.4471 .85225
Effective Customer inquiries 85 2.4824 1.26878
Valid N (listwise) 85

Source: Research Data (2019)

Table 1 reveals that there was incomplete storage of information in the university student’s management system since it
had had a mean of 3.45 and standard deviation of 1.45. There was untimely and non high professionalism on the way
student’s information was handled since it had a mean of 3.33 and standard deviation of 1.43. Capturing, maintenance and
coordination of student data was not effective since it had a mean of 3.31 and standard deviation of 1.45. Access to online
information to students was not available since it had a mean of 3.18 and standard deviation of 1.41. Biometric
identification had not been adopted by the university since it had a mean of 1.82 and standard deviation of 1.02.
Management of absenteeism records and disciplinary records had not been automated since it had a mean of 2.45 and
standard deviation of 0.85 and the channels used for customer inquiries was ineffective since it had a mean of 2.45 and
standard deviation of 1.27.

This implies that there was no accurate storage of information; the information was not timely and lacked high
professionalism; capturing, maintenance and coordination of student data was not effective; access to online information
to students was not available; biometric identification of students had not been adopted; managing record of absence and
discipline records had not been automated and that customer inquiries channels was not effectives.According to
Abugabah & Sanzogni, (2010), 60% - 80% of higher education institutions’ implementation of ERP has failed to meet
their goals and objectives and stakeholders were not satisfied with the outcomes. Even with offering the ability to
customize the ERP system in order meet university’s objectives,Overcustomization of the system poses a risk of failure
due to high cost and scope changes (Seo, 2013).

5. SUMMARY AND CONCLUSION

The study found out that the student management module information was not accurately stored; the information was not
timely nor done professionally; the capturing, maintenance and coordination of student data was not effective; access to
online information to students was not reliable; biometric identification of students had not been adopted; management of
absence and disciplinary records had not been automated and that customer inquiries channels were not effective.
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The student management module information should be accurate and be accessed easily by all anywhere and at any time.
The student’s information need to be done in professional manner so as to enable easy retrieval and management of
students. The students should be able to access their academic information such as transcripts, fees balances, units
registration and all correspondences online. The universities need to fully embrace biometric identification of students
since it will be difficult to manually identify students especially during examination so as to avoid imposters who are not
authorized to sit for the set exams.

The study recommends that universities should develop a system where students access their academic information such
as transcripts, fees balances, units registration and all correspondences online. The universities should fully embrace
biometric identification of students so as to weed out imposters. Universities should develop an Online Student
application and student registration in order to enhance service delivery. There is need to regularly have all employees and
students trained on ERP system use and that when new modules are intergraded all employees need to be trained on how
to use it.

Further research can be done in the other organizations even industries because dimensions of customer satisfaction are
case dependent.
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