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Executive Summary
This project is designed to examine how the management model of strategic
enrolment, graduation and articulation (SEGA) would be developed and implemented
comprehensively in self-financing tertiary education in Hong Kong. This research is
significant as it provides information on how SEGA would be viewed as a successful
management model to (1) maximize enrolment, (2) improve graduation rates and (3)
enhance articulation opportunities within limited educational resources in selffinancing tertiary education in Hong Kong.

In order to increase student enrolment, improve graduation rates and enhance
articulation opportunities, self-financing tertiary institutions need to identify and
meet student expectations. Thus, this project also examines attributes of SEGA that
are important influencing student satisfaction. Purposeful sampling of 626 students
from eight self-financing tertiary institutions (including sub-degrees and top-up or 4year degrees) in Hong Kong was employed. The perceived importance of the SEGA
attributes from the eight self-financing tertiary institutions in Hong Kong is
determined. In addition, the perceived satisfaction scores are computed for each of
the eight self-financing tertiary institutions in Hong Kong, such that institutions
would know the areas of SEGA that are most important to their students and also be
the areas that their students are most satisfied with.
The findings in this research provide information to self-financing tertiary institutions
in Hong Kong regarding the importance of the SEGA attributes from students’
perspectives; also, key factors influencing student satisfaction related to enrolment,
graduation and articulation are determined and evaluated. The outcomes of the
research help the management team of self-financing tertiary institutions improve the
institution’s overall strategic plan by addressing all aspects of the SEGA attributes
comprehensively.
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Key Research Findings:
1. A conceptual SEGA model of enrolment, graduation and articulation was
developed in this project.
2. The five most important attributes of SEGA in self-financing tertiary
institutions, including sub-degree and degree programmes, in Hong Kong are:
(1) Articulation, (2) Career Services, (3) Financial Aid, (4) Programme
Design, and (5) Academic Advising.
3. For the sub-degree level, the five most important attributes of SEGA are: (1)
Articulation, (2) Career Services, (3) Financial Aid, (4) Programme Design
and (5) Academic Advising.
4. For the degree level, the five most important attributes of SEGA: (1) Career
Services, (2) Articulation, (3) Programme Design (4) Financial Aid (5)
Admission and Registration
5. The five SEGA attributes with highest satisfaction in self-financing tertiary
institutions, including sub-degree and degree programmes, in Hong Kong are:
(1) Other Reference, (2) Admission and Registration, (3) Academic Advising,
(4) Institution and Programme Information, and (5) Financial Aid.
6. For the sub-degree level, the five SEGA attributes with highest satisfaction
are: (1) Other References, (2) Academic Advising, (3) Admission and
Registration (4) Institution and Programme Information, and (5) Programme
Design.
7. For the degree level, the five SEGA attributes with highest satisfaction are: (1)
Other References, (2) Admission and Registration, (3) Academic Advising, (4)
Institution and Programme Information, and (5) Financial Aid.
8. The importance and satisfaction of the SEGA attributes for each self-financing
tertiary institution are reported in Section 4.5 & Section 4.6.
9. Suggestions and improvement on the SEGA attributes are reported in Section
5.
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1. Introduction
Since 2000, the Hong Kong Special Administrative Region (HKSAR) Government
has been actively encouraging the private sector to contribute to the development of
self-financing post-secondary programmes, especially top-up degree programmes
such that students would have more articulation opportunities upon completion of
associate degree qualifications. As a result of this education policy in 2000, there has
been a substantial increase in the number of self-financing local continuing education
institutions in Hong Kong, providing a wide variety of full-time accredited local topup degree programmes.
Since the rapid development of self-financing local sub-degree and top-up degree
programmes provides education opportunities for secondary school leavers in 2000,
the post-secondary participation rate for senior secondary graduates was doubled in
five years’ time, from 33% in 2001/01 academic year to 66% in the 2005/06 academic
year (EDB, 2006). The rate was then levelled off in the 2006/07 academic year, and
now maintains at slightly above 60%. In this aspect, a Hong Kong local continuing
education institution which provides self-financing sub-degree/ degree programmes is
primarily focused in this study.
To stay ahead in this competitive environment in the education sector, self-financing
institutions have to compete for students and identify key important factors
influencing students’ choice and satisfaction to pursue their post-secondary
programmes. In relation to this, self- financing tertiary education faces significant
challenges in maintaining student enrolment in the competitive environment of both
emerging and existing higher education institutions right after the announcement of
new education policy and reform in Hong Kong. In addition, improving graduation
rates and enhancing articulation opportunities are also significant. There is a common
perception in the local community that sub-degree, in particular associate degree, is
primarily a bridging qualification for admission to degree programmes (EDB, 2006),
such that, as the number of sub-degree holders increases, the demand for articulation
places also increases.
As there is no evidence in the literature of prior study regarding the development of a
sound conceptual foundation for investigating a comprehensive SEGA process, the
aim of this project is to fill this gap by establishing a conceptual model of SEGA
which fits to self-financing tertiary institutions in Hong Kong. The conceptual model
of SEGA is then employed to determine the level of importance of SEGA attribute
from students’ perspectives and at the same time to measure key factors influencing
student satisfaction related to enrolment, graduation and articulation.
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2. Literature Review
The proposed management model of SEGA is modified from the concept of Strategic
Enrolment Management (SEM). SEM is a comprehensive process designed to help
an institution achieve and maintain the optimum student recruitments, retention and
graduation rates of students, where optimum is defined within the academic context of
the institution (Dolence, 1993, 1996, 1997). In fact, SEM is a proven method for
increasing enrolment and graduation rates of students in United States (Taylor, 2008).
The parameter of articulation is introduced in this project as it is suggested that
institutions providing articulation pathways for students (i.e. from an associate degree
to a top-up degree or from a top-up degree to a postgraduate degree) help maintain
positive relationships and foster loyalty (Bejou, 2005; Zamani, 2001).

Due to the rapid development of self-financing associate degree and top-up degree
programmes in Hong Kong, articulation becomes a pressing issue. The situation that
students completing an associate degree are unable to obtain a place at a university
was explained (Kember, 2010). And it is further addressed that “all the students are
focusing on academic results because they are longing for entering university”
(Kember, 2010). Therefore, it is necessary to develop a conceptual management
model on the three dimensions of enrolment, graduation as well as articulation (See
Figure 1).

Figure 1: SEGA Conceptual Management Model
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2.1

Core Attributes to SEGA Model

Building upon the concept of Strategic Enrolment Management, the new and modified
management model of SEGA (Strategic Enrolment Graduation and Articulation) is
proposed (Figure 1) containing 7 core attributes: Marketing, Admission, Academic
Advising, Financial Aids, Career Services, Learning Assistance, Institutional
Research and Articulation. The purpose of SEGA concept is to help institutions
identify important attributes that influence student satisfaction. This model provides a
systematic way to help institutions utilize their resources effectively in order to
improve their student recruitments, retention, graduation and articulation.

2.1.1 Marketing
Most institutions now recognize the need to market themselves within the competitive
climate of the higher education sector (Brown and Oplatka, 2006). Marketing
involves designing the institution’s programmes and courses to meet the target
market’s needs, and using effective pricing, communication, and distribution to
inform, motivate, and service the particular market segments (Kotler and Fox, 1995).
Building on this, the definition of marketing is simplified to mean offering the right
academic programmes and courses at the right time, and at the right price to the right
student markets (Dennis, 1998).
To entice students to enrol in a given institution, marketing the institution becomes
significant to the enrolment process. Many institutions have formulated marketing
plans into their overall strategic planning process in which marketing can help
identify the market, assess the institutional potential for the market and guide the
development of the institutions’ objectives (Dennis, 1998; Hossler et al., 1990).

2.1.2 Admission
“The admissions office, through its marketing and recruitment activities, is the first
point of contact between the student and the institution in an enrolment system”
(Hossler et al., 1990). A student’s choice to select a preferred institution is typically
influenced by marketing and the recruitment activities conducted through admissions
offices. Understanding what factors influence a student’s choice to attend a particular
institution can assist institutions in enrolling more students at their campuses.
The admissions office is one of the major functions in institutions, and is responsible
for a variety of activities. The role of the admissions office is to provide information
to prospective students, arrange campus visits, conduct tours of facilities and provide
in-depth information to prospective students about the resources and assets offered by
the institution (Schuh, 2003). The admissions personnel becomes a key person within
the admissions office as she/he is the institution’s representative to have a direct
contact with prospective students. A variety of recruitment activities is conducted
through admissions such that potential students may inquire, apply and enrol in their
respective institutions. It is emphasized that the admissions personnel should also
10

possess skills in market research, which help in creating the institutional marketing
and enrolment plans (Lobasso, 2005).

2.1.3 Academic Advising
Academic advising is the most critical service available for the institution’s students,
and the major role of academic advising is to set students on a path to successfully
accomplishing their goals (Brigham, 2001; King, 1993). The academic advising plays
a significant role in providing students supportive guidance and professional advice
throughout their academic years in order to maintain good retention and graduation
rates. Depending on the structure of an institution, “…academic advising offices may
be situated within academic affairs or student affairs and may be centralized within
the institution or decentralized throughout various colleges and departments. They
may also be integrated or linked with offices such as orientation programmes and the
counselling centre” (Komives and Woodard, 2003).

2.1.4 Financial Aid
There has been an increase in research on the areas of financial aid and enrolment
decisions in recent years and several studies have demonstrated that financial aid has
a significant effect on increasing student enrolment, as well as improving student
retention (Dennis, 1998; Hossler, 2000; DesJardins et al., 2002; Singell, 2004).
Institutions are adopting various forms of financial aid to influence enrolment
behaviour and enrolment managers are utilizing financial aid resources in the
recruitment process to attract new students to enrol and, once these students are
enroled, to influence their persistence in continued enrolment (Hossler et al., 1990).
Several reviews report that financial aid has significant positive effects on student
enrolment decisions (Hossler, 2000; Curs, 2008; St. John, 1990). Recent reviews of
the subject have analysed the effects of aid on persistence and revealed that students
who receive financial aid appear more likely to make consistent progress in the
institution. For example, receiving a Pell Grant appears to decrease the probability
that a student will withdraw during their first two years of college study (Curs, 2008).
In addition to influencing student persistence, financial aid also has a large effect on a
student’s initial institution on which particular college to attend (Dennis, 1998;
Hossler, 2000).

2.1.5 Career Services
High quality career services centres aid students in making better career choice
decisions by providing students with well-integrated career planning and placement
services (Engelland et al., 2000). To ensure high quality career services, it was
suggested that the faculty should also have an obligation to keep monitoring the
effectiveness of the campus career services as part of their overall teaching duties
(Engelland et al., 2000).
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It was also suggested some strategies used to help implement career awareness,
including: curriculum infusion by identifying career competencies to be taught and
“folding” them into the academic curriculum; assessment of current career interests
with the consideration of family histories, interest inventories, personal narratives;
and life skills/personal development in terms of cooperative learning, self-esteem,
self-confidence, individual learning styles (Arrington, 2000).

2.1.6 Learning Assistance
Learning assistance centres actually are one of the most widely adopted programmes
for increasing the level of academic success of an institution’s students (Arendale,
2005).
Such learning assistance programmes support students experiencing
difficulties in learning in regular classes, regardless of the cause. These learning
assistance programmes include support for students with significant learning
difficulties, mild intellectual disabilities and language disorders. They provide
integrated services to foster the academic and personal growth of students and
definitely enhance student retention and graduation rate.

2.1.7 Institutional Research
Institutional research is essential in every stage of the SEGA process. There are
several reasons for institutions to initiate research efforts to understand the impact of
demographic trends, to assess the institution’s position relative to its competitors, and
to evaluate the effectiveness of programmes and services (Clement and Flannery,
1998).
Institutional research enables institutions to remain sensitive to the marketplace and
carefully examine external social trends and internal strengths and weaknesses as they
relate to the goal of attracting new students, and students’ retention and graduation at
the higher education institution (Bontrager, 2004; Huddleston, 2000).
The use of institutional research was described as the positioning of the campus in the
marketplace, through examination of the correlates to student persistence and the
development of appropriate marketing and pricing strategies (Hossler et al., 1990).
The institutional research office provides data analysis and research to the institution
for the purposes of better planning and quality improvement. It was commented that
“an institutional research effort manages and provides relevant data including
retention rates, historical trends, registration statistics, student characteristics, and
enrolment patterns and projections” (Huddleston, 2000).
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3.

Methodology

The Sample
A purposive sampling of nonprobability sampling technique was used in this study.
Some criteria were set in order to identify respondents, such as self-financing
institutions and first-year sub-degree/ degree students. 626 students (216 males, 405
females, 5 missing cases) of self-financing sub-degree/ degree programmes from eight
higher education institutions took part in the survey. The data for the present study
were collected in 2013 in a classroom setting. Students took part in the survey
voluntarily and were rewarded a bookstore/ café voucher after the completion of the
questionnaire. The data were then analysed using SPSS in order to determine the level
of importance of the SEGA attributes and the level of satisfaction perceived by the
respondents.
The Method
The data collection was divided into two parts. The first part is to examine important
attributes of SEGA from the perspectives of senior management from self-financing
tertiary intuitions. The second part was to investigate importance and satisfaction of
the SEGA attributes from perspectives of sub-degree and degree students.
The research methodology chosen for this project is a mixed-method approach which
is based upon a combination of 4 in-depth interviews and a larger cross-sectional
study. The in-depth interview allows for a more phenomenological approach to the
qualitative issues of (1) enrolment (2) graduation (3) articulation as it aims to gather
information about senior management perceptions of the strategic planning activities
based on the intended SEGA characteristics discussed in Section 2. The interview
questions of the interview guide (see Appendix A) reflected these concerns and
helped designing a suitable questionnaire for the main empirical study of this research.

A quantitative survey was then designed by incorporating insights from the
perspectives of the senior management to determine importance and satisfaction
levels of SEGA (Strategic Enrolment Graduation and Articulation) attributes across
the eight self-financing tertiary institutions in Hong Kong (see Appendix B). The
questionnaire is consisted of 45 questions and divided into 11 categories of the SEGA
attributes including the followings:
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Table 1: 11 Categories of SEGA Core Attributes

11 Categories

Corresponding to 7 core
attributes of the SEGA model
(Strategic Enrolment, Graduation & Articulation)

1) Institution
and
Programme
Information
2) Other References
3) Programme Design
4) Admission and Registration
5) Orientation
6) Academic Advising
7) Financial Aid
8) Career Services
9) Learning Assistance
10) Institutional Research/ Feedback
11) Articulation

Marketing (Enrolment)

Admission (Enrolment)
Academic Advising (Graduation)
Financial Aid (Graduation)
Career Services (Graduation)
Learning Assistance (Graduation)
Institutional Research (Graduation)
(Articulation)

Students were asked to rate both the importance and satisfaction levels of different
aspects of the School experience in influencing their choice of institutions. The
importance that students placed on each attribute was measured utilizing a 7-point
Likert scale of 1 to 7, where “1 is not important at all”, “2 is not very important”, “3 is
somewhat unimportant”, “4 is neutral”, “5 is somewhat important” , “6 is important,”
and “7 is very important”. In addition, students were required to respond their
perceived satisfaction on each attribute also utilizing a 7-point Likert scale, where “1
is not satisfied at all”, “2 is not very satisfied”, “3 is somewhat dissatisfied” , “4 is
neutral”, “5 is somewhat satisfied” , “6 is satisfied”, and “7 is very satisfied”.
Respondents were asked to tick the box underneath the number that represented their
opinion on each item. As commonly used in previous studies (Maringe 2006, Soutar
and Turner 2002), simple descriptive statistics based on mean, standard deviation and
variance were used to examine the important factors influencing students’ choice of
institutions.
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4. Results and Discussion
The results were obtained by both qualitative and quantitative approaches in order to
draw insights from different perspectives, namely, the education providers and
receivers. Firstly, a conceptual SEGA model was developed based on the insights
drawn from in-depth interviews with the senior management of self-financing tertiary
education sector in Hong Kong. The observations emerged, together with the findings
of existing literatures, have helped inform the construction of a suitable questionnaire
for the subsequent quantitative stage. Through the quantitative survey, the
importance and satisfaction of the SEGA attributes were collected from students
studying at a total of eight self-financing tertiary education institutions in Hong Kong.

4.1

A Conceptual SEGA Model (Qualitative)

Insights obtained from the senior management form the basis of a model
summarizing the core attributes of SEGA as perceived by senior management level of
self-financing tertiary education sector in Hong Kong (See Table 2). The
perspectives of the senior management suggest that institutional research is essential
at each stage of the SEGA process. However, financial aid is not a critical attribute
affecting enrolment, graduation or articulation decision; but it has significant effect
on improving student retention. Marketing and admission are very effective to the
enrolment process. Effective marketing strategies enable institutions to achieve the
academic goals with the support of admission office.
Academic advising, learning assistance and career services are the important
attributes which support students’ learning in developmental education. They help
improve studying outcomes pertaining to graduation goals. Programme design would
have an impact on students’ enrolment decision; thus, the uniqueness and the
recognition of the programmes offered are crucial to increase the enrolment
dimension of the institution. In addition, other references such as opinions from
parents or family members, teachers from prospective student’s previous institution,
friends studied in the same institution are also significant for students in evaluating
criteria for choosing their preferred institutions.
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Table 2: Integrating Core Attributes into the SEGA Conceptual Management Model
Core Attributes

Enrolment

Graduation

Articulation

Institutional research







Institution and
programme
information



Admission



Academic advising





Learning assistance



Career services



Financial aid

Programme design
(new attribute)



Other References (new
attributes



The conceptual SEGA management model with the integration of core attributes
(especially the new attributes of programme design and other references) provides a
solid foundation for designing a relevant questionnaire to collect empirical data based
on the perspectives of students.
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4.2

Quantitative Survey

By conducting a quantitative survey, a total of 626 questionnaires were returned.
Table 3 shows the demographic mix of the respondents.
Table 3: Demographic Mix of the Respondents
I.

Gender Distribution
Male
Female
Missing
Total

II.
1.

Institution Distribution
City University of Hong Kong - Community College
of City University
Hong Kong Shue Yan University
The Chinese University of Hong Kong - School of
Continuing and Professional Studies
The Hong Kong Polytechnic University
- Hong Kong Community College
- School of Professional Education and Executive
Development
The Open University of Hong Kong - Li Ka Shing
Institute of Professional and Continuing Education
The University of Hong Kong - HKU SPACE
Community College
Tung Wah College
Vocational Training Council - Hong Kong Institute of
Vocational Education (IVE)
Total

2.
3.
4.

5.
6.
7.
8.

III.

IV.

Frequency %
216
34.5
405
64.7
5
0.8
626
100

123

19.7

60
26*

9.6
4.2

96
183

15.3
29.2

27*

4.3

34*

5.4

20*
57

3.2
9.1

626

100

Programme Type
Higher Diploma
Associate Degree
Top-up Degree
4-year Degree
Total

144
226
184
72
626

23.0
36.1
29.4
11.5
100

Age
15 or below
16 - 19
20 - 22
23 - 25
26 or above

0
204
358
58
4

0
32.6
57.2
9.3
0.6
17

Missing
Total

2
626

0.3
100

* Due to the small sample size, the findings should be read with care.

4.3 Overall Perceived Importance and Satisfaction of the SEGA
Attributes
4.3.1 Overall Perceived Importance of the SEGA Attributes
The most important and least important attributes of the SEGA model are shown in
Table 4. Students regard “Articulation” (mean = 6.22) and “Career Services” (mean =
6.14) as the most important attributes when choosing an institution, whereas
“Orientation” (mean = 5.14) is the least important attribute for them.
Table 4: The Perceived Importance of the SEGA Attributes
SEGA Attributes

Articulation
Career Services
Financial Aid
Programme Design
Academic Advising
Admission and Registration
Other References
Institution and Programme
Information
Institutional Research/ Feedback
Learning Assistance
Orientation

Valid
619
623
622
623
624
624
622
625
621
616
614

Mean Importance Scores
N
Mean
Std.
Deviation
Missing
7
6.22
0.899
3
6.14
0.879
4
5.89
1.019
3
5.86
0.731
2
5.80
0.914
2
5.75
0.879
4
5.52
0.963
1
5.51
0.743
5
10
12

5.42
5.35
5.14

1.100
1.140
1.341
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4.3.2 Overall Perceived Satisfaction of the SEGA Attributes
Table 5 shows respondents’ perceived satisfaction of the SEGA attributes based on
their overall education experience at self-financing tertiary institution. Students
reported that “Other References” (Mean = 4.93) and “”Admission and Registration”
(mean = 4.75) are their most satisfied attributes while “Orientation” (mean = 4.22) is
the least satisfied attribute of their overall education experience.
Table 5: The Perceived Satisfaction of the SEGA Attributes
SEGA Attributes

Other References
Admission and Registration
Academic Advising
Institution and Programme
Information
Financial Aid
Programme Design
Learning Assistance
Articulation
Institutional Research/ Feedback
Career Services
Orientation

Mean Satisfaction Scores
N
Mean
Std.
Deviation
Valid
Missing
608
18
4.93
0.913
623
3
4.75
1.048
624
2
4.75
1.066
625
1
4.58
0.923
620
624
600
620
610
616
597

6
2
26
6
16
10
29

4.47
4.47
4.42
4.39
4.37
4.28
4.22

1.195
1.150
1.199
1.326
1.247
1.396
1.411

4.3.3 Overall Perceived Importance against Overall Perceived
Satisfaction of the SEGA Attributes
Table 6 attempts to put together both the “perceived importance levels” and
“perceived satisfaction levels” of each of the SEGA attributes. The table illustrates
that the top three most important attributes, namely “Articulation”, “Career Services”
and “Financial Aid” are having perceived satisfaction levels of 4.39, 4.28 and 4.47
respectively out of the score of 7. These results are not as high as those attributes
which are perceived as less important, such as “Other References” (4.93), “Academic
Advising” (4.75) and “Admission and Registration” (4.75). The comparison also
reflects that overall speaking, students rated “importance levels” (ranging from 5.14
to 6.22 out of 7) higher than “satisfaction levels” (ranging from 4.22 to 4.93) for all
attributes of SEGA (see also Figure 2).
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Table 6: Overall Perceived Importance against Overall Perceived Satisfaction of the
SEGA Attributes
Importance

Satisfaction

Valid

N
Missing

Mean
Score

Std.
Deviation

619

7

6.22

0.899

Articulation

623
622
623
624
624

3
4
3
2
2

6.14
5.89
5.86
5.80
5.75

0.879
1.019
0.731
0.914
0.879

622
625

4
1

5.52
5.51

0.963
0.743

621

5

5.42

1.100

616

10

5.35

1.140

614

12

5.14

1.341

Career Services
Financial Aid
Programme Design
Academic Advising
Admission and
Registration
Other References
Institution and
Programme
Information
Institutional
Research/ Feedback
Learning
Assistance
Orientation

Valid

N
Missing

Mean
Score

Std.
Deviation

620
616
620
624
624
623

6
10
6
2
2
3

4.39
4.28
4.47
4.47
4.75
4.75

1.326
1.396
1.195
1.150
1.066
1.048

608
625

18
1

4.93
4.58

0.913
0.923

610

16

4.37

1.247

600

26

4.42

1.199

597

29

4.22

1.411

SEGA attributes

Figure 2: Overall Perceived Importance Vs Overall Perceived Satisfaction of the SEGA
Attributes (Both Degree and Sub-degree students)
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Perceived Importance and Satisfaction of the SEGA Attributes
by levels of degree programmes
4.4

The previous section (Section 4.3) examines the overall perceived importance and
satisfaction of the SEGA attributes. As informed by the qualitative stage, the senior
management perceived that there are differences regarding the criteria and
considerations adopted by students of the sub-degree programmes and those of the
degree programmes. This section attempts to separately investigate the perceived
importance and satisfaction of the SEGA attributes under the level of sub-degree
(Section 4.4.1) and degree programmes (Section 4.4.2) respectively.

4.4.1 Perceived Importance and Satisfaction of the SEGA Attributes –
Sub-degree Respondents
For the sub-degree level (i.e., Associate Degrees and Higher Diplomas), the most
important attributes rated by students are those associated with “Career services” and
“Articulation”. The least important attribute perceived by the respondents is
“Orientation”. In Table 7 and Figure 3, students rated “Articulation” (mean = 6.16)
and “Career services” (mean = 6.01) as the two most important attributes of their
overall education experience (i.e. SEGA attributes). The satisfaction levels of these
two attributes are 4.59 and 4.62 respectively. The most satisfied attributes are those
associated with “Other references” (4.99) and “Academic advising” (4.86), though
their perceived importance are not very high (5.49 and 5.72 respectively). The least
satisfied attribute perceived by the respondents is “Orientation”, which is also
perceived as the least important.
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Table 7: Importance – Satisfaction for Sub-degree Students
Importance
N

SEGA Artributes

Mean
Score

Standard
Deviation

Valid

Missing

367

3

6.16

0.952

368

2

6.01

368

2

368
369

Satisfaction
N

Mean
Score

Standard
Deviation

Valid

Missing

Articulation

368

2

4.59

1.291

0.932

Career Services

367

3

4.62

1.196

5.80

1.023

Financial Aid

365

5

4.63

1.108

2

5.76

0.741

Programme Design

368

2

4.66

1.060

1

5.72

0.930

Academic Advising

368

2

4.86

1.014

369

1

5.62

0.902

367

3

4.83

0.973

368

2

5.49

0.957

Admission and
Registration
Other References

364

6

4.99

0.887

370

0

5.45

0.703

369

1

4.71

0.888

368

2

5.39

1.056

362

8

4.58

1.158

369

1

5.37

1.139

361

9

4.55

1.142

366

4

5.08

1.351

Institution and
Programme
Information
Institutional
Research/ Feedback
Learning
Assistance
Orientation

359

11

4.32

1.291
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Figure 3: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes for Sub-degree Students
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4.4.2 Perceived Importance and Satisfaction of the SEGA Attributes –
Top-up Degree & Degree Respondents
For the degree level (including both the Degree and Top-up Degree), the most
important attributes rated by students are those associated with “Career services” and
“Articulation”. The least important attribute perceived by the respondents is
“Orientation”. In Table 8 and Figure 4, degree students rated “Career services” (mean
= 6.33) and “Articulation” (mean = 6.30) as the two most important attributes of their
overall education experience. The satisfaction levels of these two attributes are 3.79
and 4.09 respectively. The most satisfied attributes are those associated with “Other
references” (4.84) and “Admission and Registration” (4.63), though their importance
level are not very high (5.57 and 5.94 respectively). The least satisfied attribute
perceived by the respondents is “Career services” (3.79), which is the attribute being
rated as the most important (6.33).
Table 8: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes for Top-up and Degree Students
Importance

Satisfaction

Valid

N
Missing

Mean
Score

Std.
Deviation

255

1

6.33

0.759

252
255
254
255

4
1
2
1

6.30
6.01
6.01
5.94

0.811
0.692
1.005
0.809

255
254
255

1
2
1

5.92
5.57
5.59

0.880
0.971
0.791

253

3

5.47

1.162

247

9

5.33

1.145

248

8

5.24

1.323

Valid

N
Missing

Mean
Score

Std.
Deviation

Career Services

249

7

3.79

1.519

Articulation
Programme Design
Financial Aid
Admission and
Registration
Academic Advising
Other References
Institution and
Programme
Information
Institutional
Research/ Feedback
Learning
Assistance
Orientation

252
256
255
256

4
0
1
0

4.09
4.19
4.24
4.63

1.323
1.219
1.275
1.139

256
244
256

0
12
0

4.58
4.84
4.40

1.120
0.945
0.944

248

8

4.08

1.315

239

17

4.23

1.258

238

18

4.08

1.566

SEGA attributes
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Figure 4: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes for Top-up Degree and Degree Students
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4.5 Perceived Importance and Satisfaction of the SEGA Attributes
by Individual Institution (Sub-degree Respondents)
The questionnaires of 370 respondents who studied sub-degree programmes were
analysed. The perceived importance and satisfaction levels of the SEGA attributes of
the following self-financing institutions were analysed in this section.







City University of Hong Kong - Community College of City University
The Chinese University of Hong Kong - School of Continuing and Professional
Studies
The Hong Kong Polytechnic University - Hong Kong Community College
The Open University of Hong Kong - Li Ka Shing Institute of Professional and
Continuing Education
The University of Hong Kong - HKU SPACE Community College
Vocational Training Council - Hong Kong Institute of Vocational Education (IVE)

4.5.1 City University of Hong Kong - Community College of City University

A total of 123 valid questionnaires were collected for this institution. As shown in
Table 9 and Figure 5, the satisfaction levels on the two most important attributes
“Articulation” and “Career Services” are 4.75 and 4.55 respectively.
The most satisfied attributes are those associated with “Other references” (5.04) and
“Academic Advising” (4.99).
The least satisfied attribute perceived by the
respondents is “Orientation” (4.27) and “Institutional Research/ Feedback” (4.51).
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Table 9: Satisfaction Levels of Community College of City University
Satisfaction
City University of Hong Kong - Community
College of City University

Mean

s.d.

Other References

Valid
123

N
Missing
0

5.04

0.880

Academic Advising
Admission and Registration
Financial Aid
Articulation
Programme Design
Institution and Programme Information
Learning Assistance
Career Services
Institutional Research/ Feedback
Orientation

123
123
123
123
123
123
123
123
122
123

0
0
0
0
0
0
0
0
1
0

4.99
4.79
4.76
4.75
4.71
4.67
4.62
4.55
4.51
4.27

0.966
0.899
1.088
1.295
1.016
0.829
1.133
1.174
1.126
1.272
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Figure 5: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – Community College of City University
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4.5.2 The Chinese University of Hong Kong - School of Continuing and
Professional Studies

A total of 26 valid questionnaires were collected for this institution. As shown in
Table 10 and Figure 6, the satisfaction levels on the two most important attributes
“Articulation” and “Career Services” are 3.73 and 3.43 respectively.
The most satisfied attributes are those associated with “Other references” (4.66) and
“Admission and Registration” (4.24). The least satisfied attribute perceived by the
respondents is “Career Services” (3.43) and “Programme Design” (3.56).

Table 10: Satisfaction Levels of CUSCS
Satisfaction
The Chinese University of Hong Kong - School
of Continuing and Professional Studies

N

Mean

s.d.

Valid

Missing

Other References

26

0

4.66

1.294

Admission and Registration
Academic Advising
Orientation
Learning Assistance
Articulation
Financial Aid
Institution and Programme Information
Institutional Research/ Feedback
Programme Design
Career Services

26
25
26
26
26
25
26
26
26
26

0
1
0
0
0
1
0
0
0
0

4.24
4.20
3.87
3.85
3.73
3.68
3.64
3.60
3.56
3.43

1.655
1.550
1.768
1.789
1.877
1.604
1.478
1.581
1.522
1.667

* Note: due to the small sample size, the findings should be read with care.
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Figure 6: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – CUSCS

* Note: due to the small sample size, the findings should be read with care.
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4.5.3

The Hong Kong Polytechnic University - Hong Kong Community College

Over 90 valid questionnaires were collected for this institution. As shown in Table 11
and Figure 7, the satisfaction levels on the two most important attributes
“Articulation” and “Career Services” are 4.86 and 4.95 respectively.
The most satisfied attributes are those associated with “Admission and Registration”
(5.29) and “Other references” (5.15). The least satisfied attribute perceived by the
respondents is “Learning Assistance” (4.80) and “Articulation” (4.86).

Table 11: Satisfaction Levels of HKCC

Satisfaction
The Hong Kong Polytechnic University - Hong
Kong Community College

N

Mean

s.d.

Valid

Missing

Admission and Registration

96

0

5.29

0.711

Other References
Academic Advising
Institution and Programme Information
Programme Design
Career Services
Institutional Research/ Feedback
Financial Aid
Orientation
Articulation
Learning Assistance

95
96
96
96
96
92
95
92
96
91

1
0
0
0
0
4
1
4
0
5

5.15
5.11
5.05
4.98
4.95
4.93
4.91
4.87
4.86
4.80

0.704
0.778
0.670
0.874
0.974
0.941
0.946
0.885
1.100
0.950
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Figure 7: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – HKCC

32

4.5.4 The Open University of Hong Kong - Li Ka Shing Institute of Professional
and Continuing Education

Over 26 valid questionnaires were collected for this institution. As shown in Table 12
and Figure 8, the satisfaction levels on the two most important attributes
“Articulation” and “Career Services” are 4.06 and 4.42 respectively.
The most satisfied attributes are those associated with “Academic Advising” (4.74)
and “Admission and Registration” (4.65). The least satisfied attribute perceived by the
respondents is “Orientation” (3.37) and “Articulation” (4.06).

Table 12: Satisfaction Levels of LiPACE
satisfaction
The Open University of Hong Kong - Li Ka
Shing Institute of Professional and Continuing
Education
Academic Advising

N

Mean

s.d.

Valid

Missing

27

0

4.74

0.807

Admission and Registration
Other References
Financial Aid
Career Services
Learning Assistance
Programme Design
Institutional Research/ Feedback
Institution and Programme Information
Articulation
Orientation

25
26
27
26
26
26
26
27
26
26

2
1
0
1
1
1
1
0
1
1

4.65
4.62
4.44
4.42
4.31
4.29
4.29
4.25
4.06
3.37

0.690
0.901
0.761
0.867
0.769
0.770
0.635
0.750
1.107
1.194

* Note: due to the small sample size, the findings should be read with care.
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Figure 8: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – LiPACE

* Note: due to the small sample size, the findings should be read with care.
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4.5.5

The University of Hong Kong - HKU SPACE Community College

Over 32 valid questionnaires were collected for this institution. As shown in Table 13
and Figure 9, the satisfaction levels on the two most important attributes
“Articulation” and “Career Services” are 4.32 and 4.38 respectively.
The most satisfied attributes are those associated with “Other References” (4.92) and
“Admission and Registration” (4.89). The least satisfied attribute perceived by the
respondents is “Financial Aid” (4.27) and “Programme Design” (4.32).

Table 13: Satisfaction Levels of HKU SPACE

satisfaction
The University of Hong Kong - HKU SPACE
Community College

N

Mean

s.d.

Valid

Missing

Other References

32

2

4.92

0.860

Admission and Registration
Institutional Research/ Feedback
Orientation
Academic Advising
Institution and Programme Information
Career Services
Learning Assistance
Articulation
Programme Design
Financial Aid

34
34
32
34
34
34
34
34
34
33

0
0
2
0
0
0
0
0
0
1

4.89
4.57
4.56
4.45
4.39
4.38
4.35
4.32
4.32
4.27

0.863
1.129
1.353
1.206
0.872
1.372
1.239
1.331
1.202
1.084

* Note: due to the small sample size, the findings should be read with care.
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Figure 9: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – HKU SPACE

* Note: due to the small sample size, the findings should be read with care.
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4.5.6 Vocational Training Council - Hong Kong Institute of Vocational Education
(IVE)

A total of 57 valid questionnaires were collected for this institution. As shown in
Table 14 and Figure 10, the satisfaction levels on the two most important attributes
“Articulation” and “Career Services” are 4.57 and 4.93 respectively.
The most satisfied attributes are those associated with “Other References” (5.00) and
“Career Services” (4.93). The least satisfied attribute perceived by the respondents is
“Orientation” (3.99) and “Learning Assistance” (4.50).

Table 14: Satisfaction Levels of IVE
satisfaction
Vocational Training Council - Hong Kong
Institute of Vocational Education (IVE)

N

Mean

s.d.

Valid

Missing

Other References

55

2

5.00

0.883

Career Services
Institutional Research/ Feedback
Programme Design
Academic Advising
Institution and Programme Information
Financial Aid
Articulation
Admission and Registration
Learning Assistance
Orientation

55
55
56
56
56
55
56
56
54
54

2
2
1
1
1
2
1
1
3
3

4.93
4.85
4.84
4.79
4.77
4.58
4.57
4.51
4.50
3.99

0.929
1.053
0.851
0.944
0.730
1.023
1.042
0.878
1.017
1.218
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Figure 10: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – IVE
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4.6

Perceived Importance and Satisfaction of the SEGA Attributes
by Individual Institution – Degree and Top-up Degree

The questionnaires of 256 respondents who studied degree/ top-up degree
programmes were analysed. The perceived importance and satisfaction levels of the
SEGA attributes for the following self-financing institutions were analysed in this
section.



4.6.1

Hong Kong Shue Yan University
The Hong Kong Polytechnic University - School of Professional
Education and Executive Development
Tung Wah College

Hong Kong Shue Yan University

Over 57 valid questionnaires are collected for this institution. As shown in Table 15
and Figure 11, the satisfaction levels on the two most important attributes “Career
Services” and “Articulation” are 4.43 and 4.47 respectively.
The most satisfied attributes are those associated with “Orientation” (5.38) and “Other
References” (5.06). The least satisfied attribute perceived by the respondents is
“Institution and Programme Information” (4.41) and “Career Services” (4.43).

Table 15: Satisfaction Levels of Hong Kong Shue Yan University
Satisfaction
Hong Kong Shue Yan University

N

Mean

s.d.

Valid

Missing

Orientation

60

0

5.38

0.944

Other References

59

1

5.06

0.703

Admission and Registration
Academic Advising
Financial Aid
Learning Assistance
Programme Design
Articulation
Institutional Research/ Feedback
Career Services
Institution and Programme Information

60
60
59
57
60
58
60
59
60

0
0
1
3
0
2
0
1
0

4.92
4.78
4.76
4.66
4.55
4.47
4.45
4.43
4.41

1.052
0.938
1.073
1.062
1.151
1.049
1.281
1.408
0.825
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Figure 11: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – Hong Kong Shue Yan University
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4.6.2 The Hong Kong Polytechnic University – School of Professional Education
and Executive Development

A total of 183 valid questionnaires were collected for this institution. As shown in
Table 16 and Figure 12, the satisfaction levels on the two most important attributes
“Career Services” and “Articulation” are 3.54 and 3.95 respectively.
The most satisfied attributes are those associated with “Other References” (4.75) and
“Academic Advising” (4.55). The least satisfied attribute perceived by the
respondents is “Career Services” (3.54) and “Orientation” (3.58).

Table 16: Satisfaction Levels of PolyU SPEED

Satisfaction
The Hong Kong Polytechnic University School of Professional Education and Executive
Development
Other References

Valid

N
Missing

Mean

s.d.

173

10

4.75

1.004

Academic Advising
Admission and Registration
Institution and Programme Information
Learning Assistance
Financial Aid
Programme Design
Institutional Research/ Feedback
Articulation
Orientation
Career Services

183
183
183
169
183
183
175
181
165
177

0
0
0
14
0
0
8
2
18
6

4.55
4.55
4.30
4.09
4.07
4.05
3.97
3.95
3.58
3.54

1.150
1.139
1.004
1.284
1.297
1.215
1.285
1.370
1.499
1.501
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Figure 12: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – PolyU SPEED
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4.6.3

Tung Wah College

A total of 20 valid questionnaires were collected for this institution. As shown in
Table 17 and Figure 13, the satisfaction levels on the two most important attributes
“Career Services” and “Articulation” are 4.61 and 4.43 respectively.
The most satisfied attributes are those associated with “Other References” (4.96) and
“Programme Design” (4.68). The least satisfied attribute perceived by the respondents
is “Institutional Research/ Feedback” (3.80) and “Academic Advising” (4.24).

Table 17: Satisfaction Level of Tung Wah College

satisfaction
Tung Wah College

N

Mean

s.d.

Valid

Missing

Other References

19

1

4.96

1.019

Programme Design

20

0

4.68

1.080

Career Services

20

0

4.61

1.358

Institution and Programme Information

20

0

4.49

0.965

Orientation

19

1

4.47

1.278

Financial Aid

20

0

4.46

1.244

Learning Assistance

20

0

4.43

1.329

Articulation

20

0

4.43

1.489

Admission and Registration

20

0

4.40

1.418

Academic Advising

20

0

4.24

1.260

Institutional Research/ Feedback

20

0

3.80

1.743

* Note: due to the small sample size, the findings should be read with care.
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Figure 13: Perceived Importance against Perceived Satisfaction of the SEGA
Attributes – Tung Wah College

* Note: due to the small sample size, the findings should be read with care.
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5.

Conclusion and Recommendations

Based on the exploratory investigation of senior management of self-financing tertiary
education sector in Hong Kong in the initial stage of this research, a conceptual
SEGA model of enrolment, graduation and articulation is developed which provides a
solid foundation to design a relevant questionnaire to collect empirical data. This
study examines the importance of the SEGA attributes in self-financing tertiary
institutions in Hong Kong, including sub-degree and degree programmes. It is found
that the five most important attributes of SEGA in self-financing tertiary institutions
are: (1) Articulation, (2) Career Services, (3) Financial Aid, (4) Programme Design,
and (5) Academic Advising.
As there are differences regarding the criteria and considerations adopted by students
of the sub-degree programmes and those of the degree programmes, the importance of
the SEGA attributes is further investigated separately. For the sub-degree level, the
five most important attributes of SEGA are: (1) Articulation, (2) Career Services, (3)
Financial Aid, (4) Programme Design and (5) Academic Advising; whereas, for the
degree level, the five most important attributes of SEGA are: (1) Career Services, (2)
Articulation, (3) Programme Design, (4) Financial Aid (5) Admission and
Registration. The pattern appears similar between students of the two levels, but it
reflects that students of sub-degree programmes concern more with “Articulation”
while those of degree programmes concern more with “Career Services”.
The overall perceived satisfaction of the SEGA attributes in self-financing tertiary
institutions in Hong Kong, including sub-degree and degree programmes, is also
examined in this study. It is found that the five SEGA attributes with highest
satisfaction are: (1) Other Reference, (2) Admission and Registration, (3) Academic
Advising, (4) Institution and Programme Information, and (5) Financial Aid. The
perceived satisfaction in the sub-degree level and the degree level is also computed
separately. The results indicated that for the sub-degree level, the five SEGA
attributes with highest satisfaction are: (1) Other References, (2) Academic Advising,
(3) Admission and Registration, (4) Institution and Programme Information, and (5)
Programme Design; whereas for the degree level, the five SEGA attributes with
highest satisfaction are: (1) Other References, (2) Admission and Registration, (3)
Academic Advising, (4) Institution and Programme Information, and (5) Financial
Aid.
With regard to the above findings on attributes with highest “perceived importance”
and “perceived satisfaction”, the study reflects that the two most important attributes,
namely, “Articulation” and “Career Services” fail to receive high satisfaction among
students, disregarding their levels of study (Figure 2).
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This study also reports the importance and satisfaction of the SEGA attributes for
each of the self-financing tertiary institution such that they could be served as a guide
to senior management in institutional planning so as to achieve objectives and
missions of the institutions.
To improve the perceived satisfaction of the SEGA attributes in self-financing tertiary
institutions, the following are some suggestions and recommendations on each SEGA
attribute:
Articulation
According to section 4.4.1, “articulation” is the attribute with prime importance for
sub-degree students to fulfil their wishes of becoming a university graduate.
According to Heron as cited in Kember (2010), the HKSAR Government, through the
UGC, assigned 1,680 second-year university places in 2007-2008 to the most
successful associate degree graduates; however, these places only cater for a small
proportion of associate degree graduates in Hong Kong. This creates concerns to subdegree students.
In fact, providing more articulation opportunities and clear
articulation pathways is necessary for associate degree graduates. The need for
articulation into degree programmes has grown to the extent that top-up degrees are
now being offered by some self-financing institutions to associate degree graduates.
Other than the local top-up degrees offered by self-financing tertiary institutions, they
are also offered in conjunction with overseas universities.
Career Services
The attribute of “career services” is deemed to be significant for both sub-degree and
degree students as seen in section 4.3. Through career services, institutions would
provide supportive environment in which students would know how to develop a
range of skills and qualities appropriate for the working world. It is suggested that the
function of career services should be operated at the institutional level. If resources
are allowed, it is crucial to build up a central careers service centre such that the link
between current employers and institutions would be strongly built. Apart, providing
regular basic training to students such as grooming, CV writing, etc. would help
increase student’s confidence in job interviews. On the other hand, providing specific
career advice at the programme levels for institutions would provide better career
guidance and support by means of organizing specific talks and training, networking
with potential employers for career opportunities, etc.
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Financial Aid
Financial aid has been increasingly regarded as one of the key important factors in
enrolment management (Hossler, 2000). In Hong Kong, students with good academic
performance will choose University Grants Committee (UGC)-funded universities, if
they have been offered places, instead of self-financing institutions. In this regard,
financial aid may not be the paramount attribute in maximizing the enrolment figures
of self-financing tertiary institutions in Hong Kong. However, financial aid is a useful
tool to retain current students. It is therefore recommended that financial aid in the
form of scholarships, grants and student loans should be focused on student retention
which affects student decision and momentum in completing their programmes.

Marketing
Marketing (being measured as “Institution and Programme Information” in this
study) is an essential attribute to student enrolment. It is necessary to understand
what students want and need specifically such that precise marketing tools can be
referred to each specific programme of the institution. Specific marketing activities
are crucial to promote each particular programme within institution and to
disseminate relevant programme information to the target students. Programme
design would have an impact on students’ enrolment decision. Thus, the uniqueness
and the recognition of the programmes offered are crucial to increase the enrolment
dimension of the institution.
Academic Advising and Learning Assistance
Academic advising and learning assistance are the important attributes which support
students’ learning in developmental education. They help improve studying outcomes
pertaining to graduation goals. To foster the function of academic advising, the
academic advisors’ specialism should be more or less similar to the students’
specialism, such that students would turn to academic advisors for specific academic
advice on areas such as choosing electives, discussing study patterns, etc. In addition,
the comprehensiveness and breadth of learning assistance help develop students’ skills
and knowledge in different areas. It is also suggested that learning assistance can be
more focused on language assistance and enhancement to help students improve their
writing skills.
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Admission
Admission procedure is crucial which would smooth the admission process. Online
application system allows potential candidates to submit their application form in a
more efficient way. Students also look for progress or status updates on their
application. It is suggested online application is essential in the admission exercise,
and it is the key tool to strength the admission process.

Institutional Research
The attribute of institutional research would be well-established and centralized at
institutional level to allow more systematic data and analytical support within the
institution. Institutional research, typically in the form of data and analytical support,
has a significant impact on increasing enrolment and enhancing academic quality,
which would lead to a successful strategic management.

This project provides insightful information to self-financing tertiary institutions in
Hong Kong regarding the importance of the SEGA attributes from students’
perspectives. In addition, key factors influencing student satisfaction related to
enrolment, graduation and articulation were identified and evaluated. This project
contributes to current debates concerning the strategic model of enrolment, graduation
and articulation providing an empirical explanation and extending previous work on
this area. The outcomes of the research help the management team of self-financing
tertiary institutions improve the institution’s overall strategic plan by addressing
relevant aspects of the SEGA attributes comprehensively.
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Appendix A
Interview Guide
Interview Questions for Senior Management of Self-financing Tertiary
Education Institutions in Hong Kong














What are the perceptions of the three dimensions of enrolment, graduation
and articulation in self-financing tertiary education in Hong Kong?
How each core attribute and its corresponding activities are to be integrated
in each dimension of enrolment, graduation and articulation so as to develop
a suitable conceptual model of SEGA in self-financing tertiary education in
Hong Kong?
Why do students come to you? Why do others choose not to?
What kinds of students are you interested in attracting? Is this what you get?
Where can you find these students?
Do you know the institution’s enrolment goals?
After the literature synthesis, the strategic enrolment, graduation and
articulation (SEGA) can be defined as a comprehensive process designed to
achieve and maintain the optimum enrolment, graduation and articulation.
The comprehensive SEGA process can comprise of a series of activities in the
core attributes of (1) institutional research (2) marketing (3) admission (4)
financial aid (5) academic advising (6) learning assistance (7) career services,
and (8) others, integrating into different stages of SEGA. What is your
understanding of the purpose of SEGA?
What are the activities that help institutions achieve their enrolment goals?
And how?
What are the activities that help students achieve their graduation goals?
And how?
What are the activities that help students increase their articulation
opportunities? And how?
Other than the above said core attributes, do you have any more attributes
you want to add? If yes, what do you think are their corresponding activities?
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