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Appendix A
Survey instrument
Determinants and Impacts of Perceived Quality of Student Support Services in Technical Universities: Insights from Psychological Need Theory and Social Exchange Theory
SURVEY QUESTIONNAIRE
This questionnaire aims to gather information from students at Technical Universities for a study examining the determinants and Impacts of Perceived Quality of Student Support Services in technical universities, drawing insights from Psychological Need Theory and Social Exchange Theory. We kindly implore you to make some time to respond to the items in the questionnaire. We wish to assure you that the answers you provide for this study will strictly be used for research purposes and will be treated with utmost confidentiality. You are encouraged to provide as frank answers as possible. Some of the questions may appear similar, but they address somewhat different issues. Please read each question carefully before providing your response.

Kindly tick this box [ ] to indicate your consent to participate in this study freely. 

Thank you for your time and willingness. 
Part A: Information about Respondents
Please answer each of the following questions by ticking the box that best describes your opinion.
1. What is your age group?
[ ] Below 20 years 
[ ] 20 – 25 years old 
[ ] 26 – 30 years old 
[ ] Above 30 years  
2. What gender do you identify with?
[ ] Male 
[ ] Female
[ ] Others
3. Which of the following technical universities are you attending currently?
[ ] Accra Technical University 
[ ] Sunyani Technical University 
[ ] Tamale Technical University  

4. Which part of Ghana is your technical university located?
[ ] Southern part of Ghana
[ ] Central part of Ghana
[ ] Northern part of Ghana

5. Which faculty are you currently studying in?
[ ] Faculty of Applied Sciences and Technology 
[ ] Faculty of Arts and Design 
[ ] Faculty of Arts and Social Sciences 
[ ] Faculty of Business  
[ ] Faculty of Engineering 
[ ] Others 
6. What level are you currently?
[ ] Level 100
[ ] Level 200
[ ] Level 300
[ ] Level 400
[ ] Others


7. Which category of programme are you currently pursuing?
[ ] HND programme  
[ ] 1st Degree Programme  
[ ] Others  
Part B: Information about students’ support services
Each item below is measured on a five-point Likert scale: SD = “strongly disagree”, D = “disagree”, N = “neither agree nor disagree”, A = “agree” and SA = strongly agree. Please tick the option that best describes your opinion.
	Student Support Services

	Code
	Autonomy needs support services 
	SD
	D
	N
	A
	SA

	AN_1
	I feel a sense of choice and freedom in the things I do
	
	
	
	
	

	AN_2
	I feel that my decisions reflect what I really am and want
	
	
	
	
	

	AN_3
	I feel I have been doing what really interests me
	
	
	
	
	

	AN_4
	Most of the things I do feel like ‘‘I have to’’
	
	
	
	
	

	AN_5
	I feel free to do many things I choose to do
	
	
	
	
	

	AN_6
	I feel unpressured to do too many things
	
	
	
	
	

	AN_7
	My daily activities feel like a chain of obligations
	
	
	
	
	

	
	Competence needs support services 
	SD
	D
	N
	A
	SA

	CN_1
	I feel confident that I can do things well
	
	
	
	
	

	CN_2
	I feel capable at what I do
	
	
	
	
	

	CN_3
	I feel competent to achieve my goals
	
	
	
	
	

	CN_4
	I feel I can successfully complete difficult tasks
	
	
	
	
	

	CN_5
	I do not have serious doubts about whether I can do things well
	
	
	
	
	

	CN_6
	I do not feel disappointed with many of my performances
	
	
	
	
	

	CN_7
	I feel secure about my abilities
	
	
	
	
	

	CN_8
	I do not feel like a failure because of the mistakes I make
	
	
	
	
	

	
	Relatedness needs support services
	SD
	D
	N
	A
	SA

	RN_1
	I feel that the people I care about also care about me
	
	
	
	
	

	RN_2
	I feel connected with people who care for me, and for whom I care
	
	
	
	
	

	RN_3
	I feel connected with other people who are important to me
	
	
	
	
	

	RN_4
	I experience a warm feeling with the people I spend time with
	
	
	
	
	

	RN_5
	I feel included into the group I want to belong to
	
	
	
	
	

	RN_6
	I feel that people who are important to me are close to me
	
	
	
	
	

	RN_7
	I have the impression that people I spend time with like me
	
	
	
	
	

	RN_8
	I feel the relationships I have are just sincere
	
	
	
	
	


Part C: Information about Students’ Quality Perception of Student Support Services
Each item below is measured on a five-point Likert scale: SD = “strongly disagree”, D = “disagree”, N = “neither agree nor disagree”, A = “agree” and SA = strongly agree. Please tick the option that best describes your opinion.
	
	Students’ Perceived Quality (HEISQUAL) of Student Support Services  
	SD
	D
	N
	A
	SA

	HM_1
	My lecturers create an interactive environment in the class and engage students’ interest.
	
	
	
	
	

	HM_2
	My university designs curricula by considering future job perspectives for students.
	
	
	
	
	

	HM_3
	My university provides satisfactory transportation, cafeteria, bookshop, and accommodation services to students
	
	
	
	
	

	HM_4
	Staff are willing to solve students’ problems on time.
	
	
	
	
	

	HM_5
	My university has active job placement/work experience service for students
	
	
	
	
	

	HM_6
	My university ensures high standards of safety and security on campus
	
	
	
	
	

	HM_7
	The atmosphere at my university develops students’ soft skills (communication, critical and logical thinking, problem-solving)
	
	
	
	
	



Part D: Information about Word-of-Mouth Marketing (from Loyalty)
Each item below is measured on a five-point Likert scale: SD = “strongly disagree”, D = “disagree”, N = “neither agree nor disagree”, A = “agree” and SA = strongly agree. Please tick the option that best describes your opinion.
	
	Word-of-Mouth Marketing
	SD
	D
	N
	A
	SA

	WoM_1
	I am willing to refer prospective students to my university 
	
	
	
	
	

	WoM_2
	I will recommend my university to others and encourage them to attend it
	
	
	
	
	

	WoM_3
	I will say positive things about my university publicly
	
	
	
	
	

	WoM_4
	I will willingly correct wrong and negative impressions people hold about my university
	
	
	
	
	

	WoM_5
	I will publicly defend the courses, programmes and policies of my university
	
	
	
	
	

	WoM_6
	I will definitely come back to this university for further studies
	
	
	
	
	


Part E: Information about Students’ Overall Experience 
Each item below is measured on a. five-point Likert scale: SD = “strongly disagree”, D = “disagree”, N = “neither agree nor disagree”, A = “agree” and SA = strongly agree. Please tick the option that best describes your opinion.
	Code
	Student overall experience
	SD
	D
	N
	A
	SA

	SE_1
	The experience in my university significantly deepened my knowledge, sparked my curiosity, and provided a truly meaningful and impactful learning journey
	
	
	
	
	

	SE_2
	The activities in my university were fun, captivating, and enjoyable to watch and participate in.
	
	
	
	
	

	SE_3
	The university’s environment was harmonious, visually appealing, and thoughtfully designed, making it a pleasant place to be.
	
	
	
	
	

	SE_4
	Being in my university allowed me to escape daily life, imagine new identities, and feel transported to a different world.
	
	
	
	
	

	SE_5
	I will carry lasting, positive memories of my time at this university.
	
	
	
	
	




Part F: Information about Student Enrolment in Technical Universities
Each item below is measured on a five-point Likert scale: SD = “strongly disagree”, D = “disagree”, N = “neither agree nor disagree”, A = “agree” and SA = strongly agree. Please tick the option that best describes your opinion.
	
	Students Enrolment
	SD
	D
	N
	A
	SA

	SEM_1
	Number of students enrolled in my university increased  
	
	
	
	
	

	SEM_2
	Maximum number of students that can be enrolled on a programme is reached
	
	
	
	
	

	SEM_3
	Average number of students enrolled on each programme is high
	
	
	
	
	

	SEM_4
	The maximum number of students that can be enrolled on a programme is exceeded
	
	
	
	
	

	SEM_5
	Many programmes have very few students enrolled on them
	
	
	
	
	

	SEM_6
	Many students were denied admission because the programmes were full  
	
	
	
	
	

	SEM_7
	Number of students on waitlist increased 
	
	
	
	
	

	SEM_8
	Maximum number of students who can be on waitlist is exceeded 
	
	
	
	
	

	SEM_9
	Students offering the same programme were split into different lecture groups 
	
	
	
	
	

	SEM_10
	Credit hours per lecturer increased for the same programme
	
	
	
	
	



Appendix B: Parsimonious Version of HEISQUAL Model used in the study

	Dimension
	Original HEISQUAL 
(Multiple items, 63 items in all)
	Parsimonious Version 
(1 key item for each dimension)

	Lecturers’ Profile (17 items)
	Items on lecturers’ subject knowledge, communication skills, teaching styles, and behavior with students. 
	My lecturers create an interactive environment in the class and engage students’ interest.

	Curriculum Quality                       (4 items)
	Items on comprehensiveness, creativity, intellectual development, job relevance
	My university designs curricula by considering future job perspectives for students.

	Infrastructure and Facilities
(10 items)
	Items on learning facilities, supportive facilities, and cleanliness and maintenance 
	My university provides satisfactory transportation, cafeteria, bookshop, and accommodation services to students

	Management & Support Staff  
(9 items)
	Items on fairness, communication, record-keeping, process clarity, responsiveness
	Staff are willing to solve students’ problems on time.

	Employment Quality
(7 items)
	Items on the university’s links to employers and employability training
	My university has active job placement/work experience service for students

	Safety and Security
(7 items)
	Items on academic support, counselling, responsiveness, personal help
	My university ensures high standards of safety and security on campus

	Students’ Skills Development 
(9 items)
	Items on satisfaction, loyalty, trust, recommendation
	The atmosphere at my university develops students’ soft skills (communication, critical and logical thinking, problem-solving)
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