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Editorial Note

South Asian Journal of Management Research (SAJMR), is a scholarly journal that publishes
scientific research on the theory and practice of management. All management, computer
science, environmental science related issues relating to strategy, entrepreneurship,
innovation, technology, and organizations are covered by the journal, along with all business-
related functional areas like accounting, finance, information systems, marketing, and
operations. The research presented in these articles contributes to our understanding of
critical issues and offers valuable insights for policymakers, practitioners, and researchers.
Authors are invited to publish novel, original, empirical, and high quality research work

pertaining to the recent developments & practices in all areas and disciplined.

Cross-functional, multidisciplinary research that reflects the diversity of the management
science professions is also encouraged, the articles are generally based on the core disciplines
of computer science, economics, environmental science, mathematics, psychology, sociology,
and statistics. The journal's focus includes managerial issues in a variety of organizational
contexts, including for profit and nonprofit businesses, organizations from the public and
private sectors, and formal and informal networks of people. Theoretical, experimental (in the
field or the lab), and empirical contributions are all welcome.The journal will continue to

disseminate knowledge and publish high-quality research so that we may all benefit from it.

Dr. P. M. Patil
Editor, SAJMR
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The Contribution of Microfinance towards the Growth of SMEs

S. Lowtoo, Y. Sunecher, N. Ramphul and H. Chittoo
University of Technology, Mauritius

ABSTRACT

This study discusses the impact of microfinance on Small and Medium Scale Enterprises
(SMEs) in Developing Countries. The research examined SMEs profile, the contribution
of microfinance, the services provided by Microfinance Institutions; their significant role
contributing to SMEs growth and the difficulties faced by SMEs in accessing finance. An
analysis of SMEs profile reveals that the majority of SMEs are at their micro stages as
they employ a maximum of 4 to 5 employees. It reveals that the main purpose behind
which SMEs opt for bank loan is mainly for business growth. The outcome reveals that
microfinance have had a positive effect on SMEs growth. The Micro Finance Institutions
(MFIs) contributed significantly in SMEs growth by providing micro loans while
increasing the availability of capital to finance their small businesses. MFIs provides
reasonable loan repayment conditions and this gives entrepreneurs the time for focusing
and investing on business aspects that will generate economic benefit to them.

Keywords: SME, Capital, Growth, MFI

Introduction

Microfinance has received widespread acclaim for supporting the underprivileged,
particularly women, by increasing earnings, enabling self-employment, and empowering
them. Previously, between the 1950 sand 1970s, governments and international do no rs
provided crucial help to small farmers by providing subsidized agricultural credit to
enhance their growth and productivity. The strategy, however, was ineffective from the
institutions' perspective, as it increased the volume of credit loss. Microfinance inclusion,
which was considered to be crucial in poverty reduction in the mid-1980s, eventually
replaced the provision of subsidized credit programmes.

One of the most common problems faced by SMEs is access to finance, which is a major
limitation to their growth. SMEs are vulnerable in obtaining bank finance as they are
limited by lack of collaterals and the inability to develop a proper solid business plan and
financial statements compared to larger businesses. The majority of SMEs lack the
capacity to manage their activities due to lack of experienced people. As a result, they are
unable to disclose financial information of the same high quality than that of larger
businesses and are unable to furnish audited financial statements, which are one of the
most important requirements in obtaining credit from financial institutions.

However, despite diverse incentives set by both the government and MFIs towards
increasing SMEs growth and participation, SMEs still face problem in accessing bank
finance. Hence, the objectives of this research paper are as follows:

[1 To assess to what extent micro finance contributes to SME’s growth.
(1 To know the extent to which entrepreneurs use microfinance.
[ To identify the factors affecting the adoption of microfinance by entrepreneurs.
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The rest of the paper is organized as follows: Section 2 reviews the literature on
microfinance and SMEs, while Section 3 focuses on the methodology used to conduct this
study. Section 4 provides the analysis and discussion of the findings. The last section
presents the conclusion and recommendations to enhance SMEs growth.

Literature Review
Definition and concept of Microfinance

Robinson (2003) defined microfinance as a means of providing the poor with products and
services that will assist them in building their small businesses. Microfinance was known
as microcredit. Microcredit is the method of giving out modest loans without any services
attached. Because microcredit is now offered with a wide variety of other services, the
word microcredit has been overtaken by microfinance. Microfinance can be in the form of
small loans, savings programs, insurance, payment transfers, and other services offered in
small quantities that low-income people can afford. These services assist families in
launching and growing micro businesses, which are key sources of employment, income,
and economic activity in developing countries. As to their search on poverty alleviation
(REPOA, 2006), microfinance comprises of both financial and non-financial services such
as training and business counseling. According to Rubambey (2001), microfinance can be
a combating tool against poverty as it improve access to effective supply of savings, credit
and insurance facilities while creating micro enterprises and increasing earning potential
and having a better standard of living. Microfinance is known for encouraging small
business development through enterprise growth, registration, and formalization, as well
as socialization in to standardized financing relationships (Ranabahu,and Barett,2020;
Xheneti et.al.,2019).

Definition of Small and Medium Enterprises

The International Finance Corporation (IFC) defined SME as enterprises with less than
300employees. This classification can be simplified even further differentiating SMEs
from MSMEs based on the employee count, as shown in Table 2.1. The SME market
sector includes a wide range of businesses of varied sizes measured by its staff count,
working capital, and operating in avariety of industries. Companies can be slightly larger
than microenterprises on one end of the spectrum and nearly the size of large corporations
on the other.

Table 1: Definition of MSMEs by International Finance Corporation

Indicator Micro Small Enterprise Medium Enterprise
Enterprise
Employees <10 10 <50 50 <300
Total Assets <$ 100,000 $ 100,000 <$ 3 $3 million <$15
million million
Total Annual <$ 100,000 $ 100,000 <$ 3 $3 million <$15
Sales million million

Source: IFC (2012)
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Importance of SMEs to the economy

The SME sector plays an important role in both developing and developed countries
around the world. According to Ayyagari et.al. (2000), SMEs contributes to a country’s
economic grow than development. The SME sector is a vital contributor to the economy as
it leads to job creation allowing people to earn income and raising living standards, it also
provides an equitable income distribution, export growth, innovation accompanied with
development and most importantly it increases a country’s GDP. According to the World
Bank, SMEs account for around 90% of enterprises and more than half of all jobs in the
globe. In emerging economies, formal SMEs account for up to 40% of national income.

The World Bank estimates around 600 million jobs will be required by 2030 to
accommodate the rising global workforce, making SME growth a top priority for many
governments worldwide. In Africa, the SME sector is seen as a job generator and
contributor to the country's economic stability. From 2002 to 2010, the European Union
recorded up to 85 % new employment creation in the SME sector. Hence the rapid growth
of SMEs in every country shows that SMEs plays an important role to the economy
throughout the world. SMEs can also contribute to the achievement of the Sustainable
Development Goals by promoting inclusive and sustainable economic growth, providing
decent work for all, promoting sustainable industrialization, and fostering innovation and
reducing income inequalities (OECD, 2016).

SMEs Financing Difficulties

Despite the importance of SMEs in the economy, data suggests they are still underserved
in terms of financial goods and services that are vital to their success. According to the
International Trade Center, small business survival has been seen as challenging. They
frequently experience challenges in obtaining bank financing. Finance accessibility has
been acknowledged as an essential component for SMEs' success in building productive
capacity, competing, creating jobs, and raising living standards. Bank loans are one of the
most credible ways for businesses, particularly SME's, to raise finance to achieve their
objectives (Moro, Fink, and Kautonen, 2014). SMEs, particularly in Africa, frequently fail
to meet the requirements of financial institutions, which consider SMEs as a threat due to
insufficient assurances and a lack of information about their ability to repay loans.
Without financial support, small businesses cannot afford or consider in taking new
technology, nor can expand to be competitive in the market, and fails to build alliances
with larger businesses. SMEs are constrained by the lack of collateral and the inability to
develop a solid business plan and failing to produce quality financial statements (Lopez,
Gracia, and Aybar 2000).

Importance of Microfinance Institutions

Business survival and performance are both dependent on its ability to raise funds. As
capital is regarded as the lifeblood of any business, no organization, no matter how
effectively it run, cannot operate without finance. Finance is required for a company's
start-up, revenue and capital expenditures, product development, working capital
sufficiency, and long-term goals (Harash et al., 2014). SMEs are seen as risk borrowers
and are often rejected by commercial banks and this resulted in the formation of MFls.
MFIs have been set up to provide financial assistance to entrepreneurs and are known in
offering enormous support to SMEs while adopting a proper microfinance scheme. The
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MFIs play an important role in SME development by lowering information and transaction
costs, and their effectiveness in doing so influences savings rates, investment decisions,
technological innovation, and long-term growth rates. MFIs play an important role in
fostering economic growth by providing the availability of cash flow cost credit to
potential investors. With the help of MFIs SMEs are able to capitalize on previously
overlooked opportunities. Countries with a more functioning financial system have faster
economic growth.

Microfinance and SMEs Growth

Several research have been carried out on the impact of microfinance on SMEs growth,
and potential economic growth, with the findings that credit availability encourage growth
and enables the SME sector to fully realize its ability to generate the economy (Adeniran
et al., 2015). Studies showed that microfinance plays a critical role in fostering growth by
boosting operational activities such as sales, asset purchase, advancement in technology,
enhancing management and inclusive working capital while allowing enterprises to
operate in a more feasible manner. According to a study conducted in Kenya, financial
accessibility was found to be a major factor contributed 79 % of SMEs growth and
proving positive effect of microfinance and promoting the growth and expansion of SME
abilities through this type of assistance (Babalola, 2013, Kisaka & Mwewa, 2014).
Whether the microfinance loan is from the government or from MFIs the microcredit
enhances SME income and generates cash flow to expand their business (Annuar, Rose,
and Zariyawati, 2016). The majority of SMEs which represent 88 % favored microfinance
over bank loans because of the accessibility with which they could obtain loans and lower
interest rates. The ability to obtain these loans meant being able to increase sales and
income while also reimbursing the interest on time. According to Mills (2011), small
businesses would succeed in countries where they have greater access to facilities that will
allow them to reach their full potential. Similarly, Taiwo, Yewande, Edwin, and Benson
(2016) did a research on ‘The role of microfinance institutions in financing small
enterprises on the Growth of Small and Medium Enterprises in Lagos Metropolis’. Their
study revealed that microfinancing considerably aided small enterprises by eliminating the
resource gap. Quaye (2011), another researcher conducted a study on selected SMEs in
Kumasi on microfinance. According to findings, they found in comparison to traditional
banks, MFIs aided SMEs by offering better access to loans.

Methodology

For this study the researcher will focus on SMEs in developing countries who are either
clients of MFIs or those who are not clients of MFIs. A simple random sampling technique
has been used to select a total of 150 SMEs out of 200 who are either clients of MFIs or
SMEs who are not clients to MFIs. The sample size consisted of 139 SMEs who were
members of MFIs and 11 SMEs were not members of MFIs. Primary data was collected
from these SMEs entrepreneurs through a well- designed questionnaire as well as face to
face interviews, because the majority of entrepreneurs were illiterate and it was difficult
for them to understand the questions. The interview allowed the researcher to interact with
entrepreneurs and it gave the researcher accurate information concerning microfinance. On
the other hand, secondary data was gathered from the SMEDA Act and IFC database,
published academic papers, and from websites.
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Data Analysis and Interpretation
For this research, a total of 150 questionnaires were distributed to 150 SMEs.
Demographic Profiles of Respondents

The first part of the questionnaire identifies the demographic profile of SMEs. It revealed
that 78.67% of SMEs members were females, while 21.33% were males. These findings
show that females were dominant in obtaining loans from MPFIs. This situation is
attributed to the MFI's policy of economically empowering women, reinforcing the theory
of Burjorjee (2002) who argued that women are regarded to be poorer and face more credit
constrained compared to men and it is one of the main reasons why MFIs focuses more on
giving loan to women.

Age is an important element that can affect a healthy person’s ability to perform business
activities. It signifies an individual’s ability to generate economic wealth for human
utilization. The respondents were asked about their age: 71.3% were 31 — 40 years, 12 %
were 41 — 50 years, 10% were 21 — 30 years and 6.7% were between 51 and above.

Education is an essential agent of change since this provides entrepreneurs with
knowledge and skills they need to be more productive and efficient. The findings revealed
that 62% of SMEs have primary education, 17.3% have lower secondary, 14 % have upper
secondary, 6% have tertiary education and only 0.7% have a professional qualification.
The findings show that the majority of the micro entrepreneurs who participated in this
research had only a primary level of education.

As for the occupation of the respondents, 91.3% were self-employed which indicates that
the majority of respondents were owners of their small businesses, while 7.3% of SMEs
were employed and 1.3% were retired.

Business Profile and SMEs knowledge on Microfinance

The second part of the questionnaire, identifies business profiles of the respondents and
also this section assesses the extent to which SMEs have knowledge of microfinance in
Mauritius.

When respondents were asked about the nature of their business, 20% of SMEs responded
manufacturing and textile sector , 16.67% responded wholesale or retail shops, and also
16.67 % of SMEs comes from handicraft businesses, 14% from the accommodation and
food services, 11.33% have agriculture, farming and fishing business, 6.67% provides
administrative services, 4% of SMEs responded professional, scientific and technical
activities while 4% answered logistics and storage services, 2.67% of SMEs come from
tourism and hospitality and 2.67% SMEs occupy information and communication business
services while 1.33% comes from the construction sector.

Regarding form of business of SMEs, the majority of SMEs represented by a percentage
of 81.33% are registered as Sole proprietorship, 11.33% registered as partnership
businesses while 7.33% are registered as private company. Hence, the 81.33% shows that
the majority of entrepreneurs in Mauritius start and operates their businesses solely and are
risk takers.
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As far as their source of capital is concerned, the study shows that, 69.33% of respondents
started their businesses with their own funds, primarily from personal savings, while
12.67% said they got funds from friends. 8.67% revealed that they set up their businesses
through relatives, while the other 8.67% established their businesses through loans from
banking institutions, and the remaining 0.67% established their businesses through other
institutions. This demonstrates majority of entrepreneurs started their businesses either
from personal savings. The findings are similar to the findings of Angori et al. (2017).

When SMEs were asked about business experience before starting their business, the
majority of SMEs responded yes, representing 70% and 30% SMEs said no. It shows that
most entrepreneurs have business experience in their related sectors which indicates they
possess some skills and knowledge and trained and experienced entrepreneurs are
considered to acquire a better management control system that leads to SMEs growth and
development. Reinforcing the theory of Thassanabanjong et al. (2009) who argued that
trained managers or entrepreneurs help SMEs to progress.

When respondents were asked about the number of employees they employ in their
business 42.67% answered 4 -5 employees, 31.33% answered above 5 employees, 14.67%
answered 2 — 3 employees, 6 % answered 1 employee while 5.33 % answered none which
means that they manage their small businesses by their own. The findings reveal that
SMEs are at their micro stage as they employ 4 -5 employees that helps them with the
daily work and it also come to a conclusion that most SMEs participants are of small size
businesses.

When SMEs were asked about their monthly income group, majority of participants
answered Rs 400001 — Rs 65 000 representing 36.67 % of the population, 33.33 %
respondents answered Rs25 001 — Rs 40 000, 13.33 % answered Rs 65 001 — Rs 90 000,
8.67 % answered less than Rs 10000, 5.33 % answered above Rs 90 000 while the
remaining 2. 67 % answered Rs 10 001 — Rs 25000. This shows that small businesses
seem to be successful and well-established.

When SMEs were asked if they have faced problem during the last 3 years, the majority
responded yes representing 95.3 % while 4.7 % said no. The SMEs also provided
information on the most pressing problems faced by them during the last 3 years. The
results reveals majority of SMEs face shortage of skilled staff because employing and
sustaining skilled professional is difficult for SMEs because they chose to work for big
businesses that can provides a higher salary, job stability, and career opportunities that
small businesses cannot afford. While the results show that other SMEs faced problem in
accessing better technology and lack of business information this supports the theory of
Andaliband and Halim (2019), who said small businesses often face challenges because
they lack managerial experience and they lack of innovation performance that makes small
businesses to grow. Also this may indicate that participants are new and have not yet
establish a solid brand in the market, and as a result, experiencing start-up problems.
Moreover, 16.1 % said that SMEs face challenges in growing because of the existence of
huge competitors and rising costs of doing business. While 11.4 % faced access to bank
finance reinforcing the theory of Riding et al. (2010) who said that SMEs are
undersupplied with financial services.
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When entrepreneurs were asked if they heard about microfinance, the majority responded
yes represented by a frequency of 96%, 2.67% of SMEs said no while 1.33% responded
maybe. The results revealed that that majority of SMEs have knowledge of Microfinance.
Regarding the use of microfinance by SMEs, the majority of SMEs answered yes
represented by a frequency of 93.33% while only 6.67% of the respondent answered no.
The results therefore reveal that microfinance plays an important role in SMEs growth as
the majority of them were clients of microfinance.

When respondents were asked about the number of years they are members of MFIs, the
majority of SMEs were clients of microfinance from 3 to 6 years represented by a
frequency of 57.55%, 39.57% were client from 1 to 3 years while the remaining 2.88%
were clients above 6 years.

Microfinance Institutions and Condition of Loans

The third part of the questionnaire has been designed for SMEs who are members of MFIs
and this section assess the condition of loans provided by MFIs for small businesses.

Entrepreneurs were asked from which institutions they have applied their loans. The
majority of SMEs answered they obtained their microfinance loan from DBM represented
by a frequency of 29.50%, 27.34%, answered they applied from MCB, and 19.42%
applied from SBM, 9.35% responded MAUBANK, while the rest 7.19% responded CIM
finance and from other institutions. From the results obtained it can be seen that the
majority of SMEs applied their loan from well- known MFIs such as DBM, MCB, and
SBM as these institutions are well-known banks for supporting small entrepreneurs in
Mauritius not only financially but also these financial institutions also provides small
businesses non-financial services such as expert advice, assistance and also individualized
services to meet the needs of SMEs.

When respondents were asked if they received the whole amount of loan requested, the
majority answered, ‘yes’ represented by a frequency of 79.14% while 20.86% of the
respondents answered ‘no’. The majority of respondents who received their loans are the
one who has business experience and that is why they have been given loan while the rest
who said no are the one who are new to the business environment and are considered to be
high risk profiles. The 20.86% said that they failed to get the whole amount of loan
requested as they failed to provide necessary collaterals demanded by the bank, which
reinforces the opinion of Beck (2007) who said lack of collateral is the biggest obstacle
faced by SMEs.

Regarding the amount of loan SMEs received from MFIs, it was noted that the majority of
respondents representing 50.36 % answered Rs 100 001 — Rs 300 000, 30.94 % answered
Rs 300001 — Rs 500 000, 11.51 % answered above Rs 500 000 while 7.19 % answered
less than Rs 100000. The results show that very few entrepreneurs received loan
amounting above Rs 500 000 this maybe because they had sufficient collaterals demanded
by the banks, and the majority of entrepreneurs receive loan from Rs 100 001 — Rs 300
000 are the one who did not have sufficient collateral as security and are considered as
high risk profiles.

For the loan repayment period obtained by SMEs from MFIs, the majority of participants
answered above 3 years representing 55.40%, indicating that they received huge amounts
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of loans and it will take time to repay back the amount of loan borrowed it also means that
they have collaterals as security and are not considered as a risk for the banks. While
32.37% answered 1 to 3 years and 12.23% answered less than 1 year, a short repayment
time period explains the inability to provide collateral on time and why institutions
hesitate to lend huge amount to small businesses. Hence, the length of time it takes for
SMEs to be reimbursed is determined by the amount of loans they have received.

When asked about the purpose of loan taken by SMEs, the majority of entrepreneurs, that
is 33.81%, took loan for business growth, while 30.22% answered for purchase of asset,
22.30% answered for training and development, 7.91% answered for advertising, 3.60%
answered initial capital for starting up, while the remaining 2.16% answered for financing
medical cover for self- employed or staff. The results show majority of SMEs seek help
from MFIs for the development and growth of their enterprises which could be very
challenging for entrepreneurs to expand their businesses without the help of a loan this
reinforces the opinion of Cook (2001) who said that small businesses rely heavily on bank
loans in order to expand their businesses and reach their full potentials.

Regarding the difficulty to obtain loan from MFIs, the majority of participants said no,
representing 82. 01% while the rest 17.99% said yes. This question was an open ended
question and it has been asked to assess the opinions regarding the difficulty in obtaining
loan from MFIs. Some of them said MFIs compared to traditional banks also asks
collaterals as security and because they lack collateral requirements, they have been
denied from bank loans. While some said that they face difficulty in accessing loan from
MFIs because lack of business experience, they are new to the business environment they
are considered as huge risk because of market failure.

Assessment of Microfinance scheme.

The last part of the questionnaire assessed the microfinance scheme provided by MFIs in
Mauritius. Questions has been assigned to know SMEs opinions on the rate of interest,
repayment conditions, and whether the services provided by MFIs has helped their small
businesses grow.

For a better understanding of this study the scale is represented as follows: A mean score
of 1 or 2 means that the participants have a low level of agreement on the statements, a
mean score of 3 represents a neutral response and the mean score of 4 and 5 indicates that
participants have a high level of agreement on the statements.

Table 2: Microfinance Services

Descriptive Statistics

N Minimum | Maximum | Mean Std. Deviation

Microfinance institutions

provide affordable rate of | 139 1.00 5.00 3.6475 1.13485
interest.

Microfinance institutions

provide reasonable loan | 139 1.00 5.00 4.2518 97128

repayment condition.
The amount of the micro loan
was adequate

139 1.00 5.00 3.5036 1.19403
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Microfinance services plays

an important role on SMEs | 139 1.00 5.00 4.4604 .91893
growth?

Valid N (list wise) 139

From above Table it can be seen that the statement number 2 and number 4 has the high
means of 4.2518 and 4.46 respectively, which indicates that participants have a high level
of agreement on these statements and most of the participants answered ‘Strongly Agree’.
The results for statement number 4 therefore prove that majority of respondents strongly
believe microfinance plays an important role on SMEs growth. This also proves small
businesses heavily depend on microfinance in order to grow and develop their businesses
supporting the opinions of Ranabahu and Barett (2020) and X henetiet al.(2019), who
believed microfinance is well-known for promoting small business development through
entrepreneurship expansion. As for the results for statement number 2, they indicate that
MFIs provides reasonable loan repayment condition which also explains why the majority
of SMEs had a repayment period above 3 years which means that MFIs gives
entrepreneurs the time required in order to pay back their loans and SMEs have better
management control as they have more cash to manage their day to day business activities
and this may help them to improve and become efficient.

However, statement number 3 has the lowest mean of 3.50 which states ‘the amount of the
micro loan was adequate’, is nearest to 3. It indicates that this statement got a neutral

response and that most participants answered ‘Neither agree nor disagree’.

Statement number 1 has a mean of 3.64 that is near to 4 which means that the majority of
respondents agreed that MFIs provides affordable rate of interest.

The responses for the other questions are summarized as follows:

> When SMEs were asked has microfinance increase their monthly income, majority
of participants 80.7 % said yes while only 12 % said no.
> When SMEs were asked has microfinance improve their standard of living,

majority of participants representing 80.7 % said yes while only 12 % said no.
With the results it can be said that microfinance increased profitability and the
poverty level decreased resulting a raise in living standards.

> When SMEs were asked has microfinance contributed to their business
development and growth, majority of participants 81.3 % said yes while only 11.3
% said no.

Hence while assessing the impact of microfinance on SMEs growth it can be concluded
that microfinance plays a vital role on SMEs growth as it contributes positively on
entrepreneur’s monthly income, raises their standard of living and also it enables small
businesses to grow. Reinforcing the opinions of (Annuar and Rose, Zariyawati, 2016) who
believe microfinance boost up SMEs income and generates cash flow to expand their
business.

> After being a microfinance client how would you describe your business and what
suggestions would you like to make in order to improve microfinance scheme in
Mauritius?
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Participants see a better version of their business while using microfinance. It increased
the availability of capital and allowed them to focus and invest on business aspects that
generated economic benefit for their business. Microfinance boosted up their confidence
level as it acted as a great financial support and contributed positively on business growth
and they see their business flourishing in the future.

Participants also suggested MFIs should review their microfinance scheme especially on
its borrowing cost as they are subjected to high interest rates that often discourage them
from taking the loan. MFIs should adopt a quicker administrative system where the
procedures and formalities are done more rapidly while reducing paper works and lastly
they suggested high emphasis should be placed on the availability of training institutions
in Mauritius, more trainings should be provided as it will help them in developing
potential skills and become more innovative in the market.

Inference Statistics

The chi square test has been used to test if the observed outcomes of the research are
consistent with the hypothesis set for this research.

Relationship between Microfinance and SMEs growth

The following are the questions taken from the questionnaire to test the relationship
between microfinance and SMEs growth:

It was concluded that the P-value is < 0.05 which reveals that microfinance contributes
greatly to SMEs growth.

Relationship between knowledge of microfinance and SMEs growth

It was concluded that P-value < 0.05 which means that knowledge of microfinance
between SMEs contributes greatly to SMEs growth.

Relationship between Conditions of loan and SMEs growth

It was observed that P-value < 0.05 which means the conditions of loans provided by
MFIs contributes greatly to SMEs growth.

All the 3 hypothesis showed there is a relationship of microfinance and SMEs growth.
This shows that MFIs plays an important role for SMEs due to their microfinance scheme
they set for small businesses. Microfinance allows SMEs to better finance their business
on potential business aspects that increases their output and productivity and allows them
to generate income and grow in size. Hence the test shows that microfinance have a great
impact on SMEs growth.

Conclusion and Recommendations
Conclusion
The study was conducted to assess the impact of microfinance on SMEs growth and it

reveals microfinance have a positive impact on SMEs growth. Providing microfinance to
small businesses have reduced the difficulty faced by SMEs for their growth. It has been
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noted that MFIs offers reasonable loan repayment period and participants were members
of MFIs for long period of time. Entrepreneurs strongly believed micro finance helped
them develop their businesses as it generated a rise in their monthly income and raise
living standards. However, findings also showed MFIs demands collaterals requirements
which SMEs fail to provide. Hence, to conclude, despite the existing challenges faced by
SMEs, the chi square test clearly shows microfinance contributes positively on SMEs
growth.

Recommendations

Based on the findings and conclusion the following recommendations can enhance SMEs
growth.

o More emphasis should be placed on providing trainings to entrepreneurs by both
MFIs or by organizations that promotes SMEs participation.
o The government should support and find ways for helping SMEs in attracting and

maintaining qualified professionals by setting strategic goals so as skilled workers
will feel motivated to work with small enterprises.

o MFIs should charge a low interest rate for technological acquisition so as it will
encourage SMEs to take credit and give them the chance to invest in potential
technological aspects that will enhance SMEs growth and can expand to compete
in global markets.

o More MFIs should be established so as small entrepreneurs have the equal chance
to have access to bank loan and an increase in the availability of capital will allow
them in increasing their potential capacity and efficiency.

o MFIs should promote an increase in saving rates among SMEs.

o The bureaucratic constraint associated with small business registration should be
removed the procedures in obtaining bank loan should be quicker.

o The government should provide sophisticated machines to small entrepreneurs that

will allow them to produce output in a more efficient manner so that they can
improve their productivity.

Banks should assist SMEs in improving investment plans and financial information, as
well as raise understanding of the various funding options and programs available to
SMEs.
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Abstract: Corruption in Ethiopia is an ancient phenomenon conceived as a source of
income. It is not considered a serious criminal act. It also has a social and cultural
background. Therefore, the government of Ethiopia established the Federal Ethics and
Anti-Corruption Commission to curb it; however, the evidence indicates that the efforts of
the FEACC have been challenged by a lack of independence, a lack of specialized staff,
low public confidence, a lack of cooperation with relevant bodies, inadequate resources,
and an unclear mandate and functions to bring about the expected change in curbing
corruption. This research aimed to examine the effectiveness of the existing practices’
standard operating procedures (SOPs), that is, the corruption prevention mandate and
functions, which are based mainly on the commission’s revised proclamation
N0.1236/2021. In this research, a conceptual framework was developed based on the
existing mandates and functions of the commission and the factors that contributed to the
effectiveness of ACAs. The research was guided by the Theory of Change (ToC) at the
input and activity levels. A qualitative case study design was employed. The data sources
for this research were documents, an e-mail expert interview, the FEACC’s social media
platforms (Facebook), the FEACC’s official website, and broadcast media. And the data
from various sources was organized using Atlas ti.9 and thematically analyzed by the
researcher. The analysis was a thematic one. The findings show that, despite the fact that
there are some legal provisions and SOPs for the commission’s activities. The existing
regulations and SOPs are not adequate and effective according to the ToC principles; the
inadequacy of inputs and the lack of effective SOPs for its activities hinder the realization
of the expected result. The research also contributed to knowledge by expanding the
updated understanding of the existing practices’ SOPs under the FEACC. Finally, based
on the research results, it makes recommendations to the appropriate bodies and suggests
areas for future research.

Keywords: Anti-corruption, Federal Ethics and Anti-corruption Commission,
Effectiveness, Practices, Standard Operating Procedure

Introduction

The Standard Operating Procedure (SOP) is a documented standard that puts together
relevant regulations, resources, practices, tools, and operational procedures (Manghani,
2011). The SOPs instruct the organization on its mandate, responsibilities, and routine
activities with specific detail of how, what, when, and where the activities take place
(Singh, 2019; Prasanna, 2013, p.1).

Akyar (2012) stated that SOPs are crucial to the independence and professional freedom of
the experts in the organization. It also helps to identify the skill gap and evaluate the
performance of the employees. According to Saputro & Bangun (2022), SOPs are one
form of knowledge that determine what to do, how, by whom, where, when, and how to
perform a particular task. The number of SOPs in the company varies and adjusts to the
needs of the company. As an organization grows, similarly, the SOPs also adjust to it.
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Furthermore, the SOPs facilitate quality and integrity and promote the effectiveness and
efficiency of the organization’s end result (Prasanna, 2013). Therefore, as specialized
agencies, ACAs need special and effective SOPs for practices and activities that can
ensure their specialization, independence, promotion of adequate resources, powers,
coordination of AC activities, cooperation with various bodies, and facilitation of
information within and between various bodies.

In the early twenty-first century, anti-corruption agencies became the leading standard tool
for fighting corruption around the globe, and their functions, mandates, and specializations
grew (Makowski, 2016; UNDP, 2005; OECD, 2008; Cardona, 2015). Although the
initiative to expand ACAs around the world was taken by the United Nations Conventions
against Corruption, it does not address any institutional model for their signatory
countries. Therefore, countries opted to establish ACAs on their own in different forms.
Some countries delegate responsibility for preventing and combating corruption to various
institutions; others established specialized agencies mandated to both prevent and
investigate corruption; still others created centralized agencies that manage and coordinate
anti-corruption activities (Lortkipanidze, 2014); since then, the establishment of anti-
corruption agencies has become a global practice (Meagher, 2005). However, despite their
differences, they perform similar functions: corruption prevention; education and
awareness raising; investigating and prosecuting offenders; coordinating AC activities;
and proposing AC policies.

Most importantly, several international and regional conventions, such as the United
Nations Convention against Corruption (UNCAC), the African Union Convention on
Preventing and Combating Corruption (AUCPCC), and the Council of Europe Criminal
Law Convention on Corruption, have laid the groundwork for the establishment of
specialized anti-corruption agencies in the countries that have ratified the conventions
(Odhiambo, 2016). However, the question of which institutional model is better suited to
the war against corruption remains a debate for scholars and practitioners (Meagher, 2004;
UNDP, 2005; Heilbrunn, 2004; Transparency International Georgia, 2014; Quah, 2009).
But there are some insights: When corruption is systematic and endemic, a law
enforcement model is likely to fit best; this insight is criticized due to its limited
perspective (Fritzen & Basu, 2011). On the other hand, the practices show that many
countries copy the model of other countries’ ACAs, which has its own limitations. Despite
their forms or models, according to the UNODC, "the most important advantage of
establishing an anti-corruption agency is that it sends a strong signal to the citizens of the
country that the government is committed to fighting corruption. However, this initial
advantage erodes if the government does not demonstrate its commitment by providing
sufficient legal powers and adequate human and financial resources with operational
autonomy" (Toolkit, 2004, p. 90). All the above merits are meaningful if supported by the
government to operate independently with possible resources for effective functions
(Quah, 2009).

Over time, the forms and insights of corruption have been growing with advancements in
technology and emerging or ever-growing human activities such as economic, political,
social, etc. Corruption also perpetuates other forms of crime, such as drug trafficking,
money laundering, and terrorist financing. At the same time, several ACAs have emerged
around the world, accompanied by a large number of AC measures aimed at achieving
state compliance with the standards set by regional and international conventions
(Mauritius, 2018; Misra, 2016; Hijal-Moghrabi & Sabharwal, 2018; Kernaghan, 2003).
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Designing and understanding anti-corruption policies, strategies, and SOPs are
prerequisites for determining the reasons for performance failures and finding ways to
amplify the effectiveness of AC work, policies, and strategies, which are now in the
spotlight and have become a global issue (Mauritius, 2018; Odhiambo, 2016). In this
regard, many scholars have been studying the driving factors of corruption, and they
mostly mentioned socio-economic dimensions, legal and political systems, and economic
levels. In turn, these factors are justified as the reasons for the differences in the countries
approaches to eradicating corruption (Brusca, Manes, Rossi, & Aversano,
2018).Therefore, the International Monetary Fund, OECD, and World Bank provide
advice and assistance to nations in improving their socio-economic, legal, and political
systems as well as the accountability and transparency of their governments to combat
corruption (Brusca et al., 2018).In addition, the African Union and the European Union, at
the regional level, support and strengthen anti-corruption agencies in their continents
(Fritzen & Dobel, 2018; Sutcliffe, 2003).

Despite various efforts, very few successful anti-corruption agencies exist (Ferreira &
Morosini, 2013). The contributing factors to their successes are a strong legal framework,
specialization, independence, adequate resources and power, productive coordination
mechanisms, and, above all, governments political will, among others (Langbein &
Sanabria, 2017; Gebre, 2016; Meagher & Voland, 2006; Quah, 2015; Doig, 2004; Osifo,
2012; Sebek, 2019; Demmke & Moilanen, 2011; De Sousa, 2010; Mauritius, 2018; Quah,
2008; Johnson et al., 2011; Badet et al., 2016; Cardona, 2015; UNDP, 2011; UNDP,2005;
OECD,2008; AUCPCC, 2003).

To be exact, corruption in Ethiopia is an ancient phenomenon with a social and cultural
background (Abeje et al., 2015, p. 340; Mesay, 2012, p. 7). Especially petty corruption
existed in line with the introduction of the modern administrative system in Ethiopia
(Tesfaye, 2007, p. 3). In this case, Ikola-Norrbacka, Salminen & Viinamaki (2010) point
out that citizen participation in corrupt activities is one indicator of the severity of
corruption in the country. Therefore, recognizing the depth of the problem, the
government of Ethiopia began reforming the civil service in 1994 in response to the
inefficiency and ineffectiveness of the public management systems. The reform consists of
five programs, among which the ethics sub-program was designed to address the
challenges of corruption and improve service delivery. Therefore, the FEACC was born
out of this reform as an independent multi-purpose agency in 2001 (Arsema, 2010). On the
eve of the birth of the FEACC, the first corruption perception survey was conducted by
Addis Ababa University, and the findings showed that corruption is the major socio-
economic problem of the country (AAU, 2001). Since then, the commission’s
establishment proclamation has been revised at different times. In 2015, corruption
investigation and prosecution mandates were transferred to the federal police and the
Attorney General (now the Minister of Justice) by the revised Proclamation No. 883/2015,
and again this proclamation was amended in 2021. Currently, the commission is governed
by Proclamation No. 1236/2021 to implement its corruption prevention mandate.

Some studies were also conducted by scholars on the effectiveness and capacity of the
FEACC. The results reveal that the previous efforts of the commission have been
challenged for a long time for several reasons, such as lack of independence and
autonomy; lack of specialized staff; low public confidence; lack of cooperation with
relevant bodies; inadequate resources; and an unclear mandate and functions to bring
about the expected change in curbing corruption (Arsema, 2010; Biruk, 2016; Zemelak,
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2017; Tewodros & Raymond, 2011; Rahman, 2018; Hasen, 2020). The other studies
conducted at different times also confirmed that, despite the various efforts of the FEACC,
corruption in Ethiopia remains a major problem (Selam Development Consultants, 2014;
Transparency International, 2013 &2014; Transparency Ethiopia, 2008; Kilimanjaro,
2011). Therefore, in this research, the commission had not been effective at the input,
outcome, and impact levels according to the theory of change (Leeuw & Vaessen, 2009).
The input and activity stages need to be re-examined in this research. This research is
unique in this context because it aimed to examine the existing practices’ SOPs that are
based on the new FEACC’s amended Proclamation No. 1236/2021. Therefore, this
research focused on the SOPs that can aid the FEACC in effectively implementing its
specialized mandate and functions—the SOPs that enhance independence, ensure adequate
budgeting, and facilitate coordination, cooperation, and information exchange within the
commission and between various bodies.

Research Question

Are the existing anti-corruption standard operating procedures (SOPs) of the Federal
Ethics and Anti-corruption Commission effective?

The objective of the study

To examine the effectiveness of the existing practices and standard operating procedures
(SOPs) of the Federal Ethics and Anti-corruption Commission

The Significance of the Research

The findings of this research are significant in expanding the updated understanding of the
existing practices and SOPs of the FEACC in line with the mandate and function given to
the commission. It also draws lessons for the FEACC to learn from its own practices and
closely observe the existing conditions. The recommendations of this research are also
useful for the parliament, government, and stakeholders to take corrective measures.
Finally, it is also a baseline for further research.

Scope and Limitation of the Research

Thematically, it focused on the FEACC’s existing practices’ SOPs under its mandates
jurisdiction by operationalizing four themes. Geographically, it focused on the federal
Anti-corruption Commission. Methodologically, it employed a qualitative case study
design and was temporarily cross-sectional.

Regarding the limitation, this research focused on the internal working procedures of the
commission based on four themes; however, there are also other external factors that
contributed to the effectiveness of the commission in fighting corruption. In addition, there
are also other bodies working on combating corruption other than the FEACC. Therefore,
it would be left for further research.

The dissertation chapters are organized as follows:

The article comprises an introduction, a literature review, empirical results, a discussion, a
conclusion, recommendations, and areas for further research.
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Review of the Literature
Anti-corruption Agency

An anti-corruption agency is defined as "a separate, permanent agency whose primary
function is to provide centralized leadership in core areas of anti-corruption activity.” The
latter include policy analysis and technical assistance in prevention, public outreach and
information, monitoring, investigation, and prosecution” (Meagher, 2005). On the other
hand, anti-corruption agencies are defined as an institution independent of the executive
branch of government tasked with coordinating anti-corruption activities such as
monitoring, redesigning, and providing corrective measures and feedback to develop and
improve anti-corruption policies and strategies (Cardona, 2015). Therefore, the
appropriate design of an anti-corruption agency and separating from the executive arm of
government are very crucial for anti-corruption agencies’ autonomy and independence, to
guarantee their professional accountability, and to independently evaluate their
performance permanently. On the other hand, weak anti-corruption design has resulted in
poor and irrelevant anti-corruption efforts.

Anti-corruption agencies are commonly defined as permanent legal state bodies with a
specific mission and corresponding preventive and/or law-enforcing functions to counter
corruption and its underlying structures (Meagher, 2005, p. 70). This common definition is
agreed upon by the United Nations Convention against Corruption (UNCAC) for anti-
corruption agencies.

Anti-corruption Institutional Models

Anti-corruption agencies have adopted varying institutional models in their respective
country contexts, with mandates assigned to them. This institution may broadly be divided
into a) multipurpose agencies, b) law enforcement-type institutions, c) preventive policy
development and coordination institutions, and the Parliamentary model (Quah, 2009;
UNDP, 2005; Toolkit, 2004; OECD, 2008, p. 11). Therefore, currently, the FEACC of
Ethiopia is implementing a preventive anti-corruption model.

Multipurpose Agency Model

This type of ACA is mandated for corruption prevention, investigation, and prosecution.
In most cases, the prosecution mandate is preserved separately to ensure independence and
maintain check and balance (Cardona, 2015).

The Law enforcement type institutions

This type of ACA is mandated for corruption investigation, prosecution, and detection.
Either separately or combining these activities under a single anti-corruption specialized
body. A prominent example of such a model is the National Authority for Investigation
and Prosecution of Economic and Environmental Crime (NAIPEEC) of Norway (OECD,
2008).

This type of model mandates enforcing laws through investigation. This mandate overlaps
with police tasks and the work of the financial audit. In these cases, some ACAs specify
the area of their mandate. In principle, the defense of the public interest in a criminal
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procedure is the responsibility of the public prosecutor. The victims of crime may also
have standing rights, and it is unclear whether granting standing rights to an anti-
corruption agency (ACA) in a criminal procedure would produce any added value. On the
other hand, it could be useful to involve an ACA in order to pursue an accusation against
presumably corrupt individuals in cases where the prosecutor has decided to dismiss the
case on the basis of insufficient investigation (Cardona, 2015; OECD, 2008).

Preventive, Policy Development, and Co-ordination Institutions

The models of corruption prevention, policy development, and coordination frequently
overlap (UNDP, 2005). But in this research, they are treated as separate The preventive
ACA model has several functions, such as anti-corruption policy development, conducting
research on corruption, training and advisory roles, anti-corruption coordination functions,
and asset declaration, registration, and verification (OECD, 2008). In this case, the
FEACC’s existing mandate and function are corruption prevention from 2015 to now.

Anti-corruption prevention entails a detailed assessment of different segments of the
administration, such as the procurement agency, corruption risk evaluation, and
administrative procedure assessment. Moreover, the prevention of corruption includes
ethics education, awareness-raising, and forming partnerships with various organizations
(Cardona, 2015). In its preventive mandate, the Federal Ethics and Anti-corruption
Commission of Ethiopia is mandated to study government organizations' operating
procedures and the risks of corruption in prone areas such as tax authority, procurement
agencies, and land administration, to name a few. The commission also plays an advisory
role in different sectors and conducts training for different bodies. More importantly,
corruption prevention aims to improve accountability, transparency, and effectiveness in
the public sector. In other words, how reform is implemented in an effective way (UNDP,
2011).

Establishing independent anti-corruption bodies that attain the role of leadership by setting
standards and scrutinizing performance has become an important feature of this decade
(Head, 2012). Moreover, preventive anti-corruption agencies or specialized integrity
agencies perform best in an environment in which transparency and accountability systems
are adequately incorporated and the political elites are committed to these values. To be
exact, over the last two decades, corruption and its control have become a central agenda
item in the debate on good governance (Fritzen & Basu, 2011). Corruption control needs a
specialized body that monitors and implements anti-corruption legislation. This body in
different countries is supported and facilitated by international organizations such as the
Council of Europe, the Organization for Economic Cooperation and Development, and the
United Nations (OECD, 2008).

International Best Practices Standards that Promote and Strengthen the
Effectiveness of Anti-Corruption Agencies

In addition to the most important criteria for establishing effective anti-corruption
institutions, there are a number of factors that weaken or even disable the functioning of
these bodies. Analysts of anti-corruption institutions around the world have identified a
variety of reasons why many initiatives to establish and manage specialized anti-
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corruption institutions fail. While the reasons vary in depth and length, they generally refer
to a list of political, economic, governance, legal, organizational, performance, and public
trust factors known as the "Seven Deadly Sins"(Doig, 2004). The Standards established
throughout international conventions, regardless of professed organizational solutions,
also define the eligibility criteria for more effective specialized anti-corruption bodies. As
yardsticks, the United Nations (Article 6) and the Council of Europe’s anti-corruption
conventions (Article 20) define independence, specialization, adequate training, and
resources (Sebek, 2019).

The FEACC Anti-corruption Legal Framework

The revised proclamation No. 1236/2021 is the legal basis for the operation of the
commission and guides its corruption prevention activities. Therefore, regarding the issue
of the independence of human resource practices, the commission’s establishment
proclamation No. 1236/2021 states that "the commission’s employee recruitment and
dismissal procedures are implemented in accordance with the general Civil Service Law,
and "the Commission shall issue its own administrative rules in accordance with the
principles of civil service personnel.” Further, "it may be determined by a regulation to be
enacted by the House of Representatives™ (Revised FEACC Proclamation No. 1236/2021,
2021). On the other hand, in the appointment of the commissioners and protection, it states
that the head of the FEACC shall be suggested by the Prime Minister, appointed by the
House of People's Representatives, and not dismissed from office. Unless otherwise
specified by his/her interest, low performance, unfitness for the position, unethical issue,
or sickness/health problems, the term of service is six years (FEACC Proclamation No.
1236/2021). Therefore, the Commission’s new proclamation provides for the protection of
commissioners from unlawful dismissal as well as for the appointment and disciplinary
action, duration, and impartiality of the appointment. In addition, under Article 4, it is
clearly stated that the Commission shall be free from the interference of any person or
entity (FEACC Proclamation No. 1236, 2021).

In terms of financial independence, the commission's establishment proclamation No.
1236/2021 states that the commission has the mandate to prepare its annual budget that is
approved by the House of People’s Representatives and funded by the ministry of finance
(Revised FEACC Proclamation No. 1236, 2021).

Regarding the issue of the commission’s budget, the commission prepares the annual
budget based on a performance budgeting system, as per Proclamation No. 1236/2021, by
adding 15% to the previous amount. The commission's required budget is submitted to the
House of Representatives for approval before being funded by the Ministry of Finance in
accordance with formal procedures. A budget preparation procedure manual was
developed by the Ministry of Finance and used by all institutions.

Interms of the Power Granted to the Commission: The Proclamation No. 1236/2021 gives
the following powers to the commission: to prepare national policy and strategy; Study
working procedures in public organizations and report if any impropriety is observed.
While studying the procedure, send it to an organ with the power to investigate and
prosecute. Declaration and registration of the assets of public officials creating a system to
prevent conflicts of interest and establishing and implementing a system of awards for
successful individuals and organizations that fight corruption based on competition
Prepare a code of conduct for elected officials and employees. Conduct a study on
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corruption risk assessment. Organize mass media organizations that would help to enhance
ethics and corruption prevention in public organizations, enterprises, and educational
institutions. Follow up and ensure the respect of anti-corruption laws, and give consulting
services on their implementation. Organize, assign, and deploy ethics liaison officers in
public organizations and enterprises. Coordination and technical assistance for regional
anti-corruption commissions. The commission also has the power to represent the country
and to liaise and cooperate with national, continental, and international organizations
(Revised FEACC Proclamation 1236/2021, pp. 12991-12993).

Regarding the issue of cooperation and coordination, the proclamation, under Article 7,
stated that "the Commission shall establish relations and cooperation on behalf of the
country with national, regional, and international bodies with similar objectives."
Furthermore, the commission represents the country on the anti-corruption agenda
(Revised FEACC Proclamation No. 1236/2021).

Mechanisms Designed to Enhance the Performance of Anti-corruption Agencies in
Anti-corruption Drive

Specialization

Specialized skills and a clear mandate to combat corruption are required for specialization.
It refers to an agency's specific mandate, focus, and professional staff with specific skills
(Cardona, 2015; Sebek, 2019; OECD, 2008; UNCAC, 2003; AUCAC, 2003; Babu, 2006).
In this regard, identifying their mandate’s jurisdiction, defining the scope, and eliminating
mandate overlap and duplication are crucial for anti-corruption agencies’ success
(UNCAC 2nd & Harutyunyan, 2003; Mauritius, 2018).

Independence

In practice, independence includes freedom from any interference (Cardona, 2015;
Mauritius, 2018). There are at least three categories of independence in the ACA context.
They are organizational, financial, and professional. In general terms, the independence of
the ACA is about adjudicating corruption offenses freely without any favor or terror,
implementing recruitment and selection processes of staff without interference, and
enjoying full freedom in discharging their mandate with confidence, which can contribute
to the effectiveness of anti-corruption agencies (Transparency International, 2017).

Adequate resources and power

In this context, adequate resources include human training and development investment. In
addition, the ACAs must have sufficient power, capacities, resources, and modern
methods to implement their specialized functions (Sebek, 2019; OECD, 2008; UNCAC,
2003).

Coordination and Cooperation with various Bodies

In anti-corruption activities, cooperation and coordination have paramount significance for
the effectiveness and success of ACAs. Anti-corruption agencies typically coordinate anti-
corruption activities at the national level and mainly collaborate with the police, the
attorney general, public prosecution bodies, the judiciary, audit offices, and others for the
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same (Mauritius, 2018). In addition, international and regional cooperation is
unquestionably essential for ACAs. In this framework, UNCAC Article 43 advocates
cooperation at the international level for experience sharing (Toolkit, 2004). The empirical
studies on successful ACAs also reveal how cooperation, experience sharing, and
knowledge transmission significantly contribute to institutional capacity enhancement by
referring to the countries that successfully fight corruption, such as Singapore (Angeltan,
2020; Mauritius, 2018; Quah, 2008; Mungiu-Pippidi, 2015).

Theoretical Literature

The Theory of Change (ToC) is a multi-purpose tool that can be applied to planning,
managing, monitoring, and evaluating research, especially change-oriented research
(Akca, 2021). White (2009) defines the ToC as a method for improving the processes of
project design, implementation, and evaluation. It is a tool used to model how short-term
changes lead to long-term impacts. The ToC methodology was developed to explore
behaviors and outcomes that are not easily measurable, so it is well-suited for anti-
corruption organizations. Funnell & Rogers (2011) and Johnsgn (2012) comment that the
ToC can be helpful for policy architects and evaluators in the anti-corruption field.

The five components of a theory of change are inputs, activities, outputs, outcomes, and
impact (Rogers, 2014). An anti-corruption agency's "effectiveness” would be assessed by
comparing its internal processes, outputs, and resources against those of other ACAs. Such
measures aren't based on corruption levels being measured (Johnsgn, Hechler, De Sousa,
& Mathisen, 2011). The indicators are divided into categories based on the basic functions
that ACAs usually perform, including general management (organizational strategy,
standard operating procedures, internal monitoring mechanisms, reporting procedures, and
the standardization of work processes through documentation and guidance (manuals,
handbooks); knowledge production, management, and dissemination; law enforcement;
corruption prevention; and inter-agency cooperation (Johnsgn et al., 2011; Vogel, 2012).
The assessment of an organization's capacity includes an analysis of its systems and
management processes, as well as its financial, human, and other resources (Lusthaus,
Anderson, & Murphy, 1995). The adequacy of inputs and the effective activities of ACAs
determine the expected change, which is comprised of outcomes and impacts according to
the principles of the ToC.

Empirical Literature

The success stories of anti-corruption agencies have different features. Some countries
transform their states from ones of systematic corruption to ones of the cleanest over time.
In this regard, Singapore can be an example. Others have experienced democratic culture
for over a century, particularly in European countries such as Norway (Mungiu-Pippidi,
2015). Therefore, some success stories in fighting corruption rely on the evolution of
democratic values over the centuries, which resulted in a vibrant civil society that respects
the law (Johnston, 2014). To be exact, Singapore established the Corrupt Practices
Investigation Bureau (CPIB), which is a strong and independent law enforcement agency
to curb corruption, by adopting the Corruption Prevention Act in 1960 with sound policy
and political support (Fritzen & Dobel, 2018). In this case, corruption is controlled in an
undemocratic culture, and Singapore gradually builds the capacity of the CPIB by
mandating the institution both corruption prevention and investigation missions. On the
other hand, the last decade also witnessed the emergence of countries with success stories
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in fighting corruption through demonstrating political commitment and policy reforms
towards good governance (Rotberg, 2017). In this regard, Rwanda could be the best
example of an African country.

In addition, the OECD, the AU, the SADC, and others have demonstrated their
commitment to responding to corruption. Despite their efforts, corruption remains a global
issue, endangering humanity and economic development, particularly in developing
countries (GPAD, 2016; Toolkit, 2004; Sebek, 2019). On the other hand, international
organizations such as the IMF and World Bank give due attention to good governance as a
strategy to fight corruption, particularly in developing countries. Most successful nations
make this move. However, these international organizations do not identify everything for
each country. Working on specific issues such as the structure and feasibility of an anti-
corruption program is the responsibility of the country. Adopting feasible and appropriate
lessons from best practices and contextualizing them continues to be a problem for
developing countries (Khan, 2006). Moreover, establishing anti-corruption bodies in
particular countries has been advocated as a solution to effectively curbing corruption. But
the success of these countries doesn’t work for other countries (Mauritius, 2018).

Nowadays, fostering a conducive environment is acknowledged as a means of improving
the effectiveness of the war against corruption. The effectiveness of anti-corruption
agencies strongly relies on what UNDOC calls an "enabling environment™ (UNDP, 2011).
It includes a clear legal framework, political support, mandate clarity, availability of
resources (human and financial), institutional design, an anti-corruption coordination
system, and the level of organizational independence (Mauritius, 2018). Moreover, an
"enabling environment” can be expressed by: civil servants' salaries and staff management
structure; a corrupt-free prosecution authority and judiciary; a more efficient, transparent,
and accountable public administration; freedom of the media to expose corruption; and
support of the public and civil society (9th International Anti-Corruption Conference,
1999).

In addition to the most important criteria for establishing effective anti-corruption
institutions, there are a number of factors that weaken or even disable the functioning of
these bodies. Analysts of anti-corruption institutions around the world have identified a
variety of reasons why many initiatives to establish and manage specialized anti-
corruption institutions fail. While the reasons vary in depth and length, they generally refer
to a list of political, economic, governance, legal, organizational, performance, and public
trust factors known as the "Seven Deadly Sins"(Doig, 2004). Standards established
throughout international conventions, regardless of professed organizational solutions,
also define the eligibility criteria for more effective specialized anti-corruption bodies. As
yardsticks, the United Nations (Article 6) and the Council of Europe’s anti-corruption
conventions (Article 20) define independence, specialization, adequate training, and
resources (Sebek, 2019).

Various research has been conducted by scholars and practitioners in order to search for
effective ways to eradicate corruption. In this case, the anti-corruption practitioners and
experts agreed on the factors that contributed to the effectiveness of ACAs, based on the
Jakarta Statement, the "Principles for Anti-Corruption Agencies,” as well as the Paris
Principles. The factors include the permanence of the ACAs; functional and financial
independence and autonomy; a clear mandate to fight corruption; the power to recruit and
dismiss according to clear and transparent procedures; internal accountability and
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professionalism; and the neutrality and security of staff and any person who helps the
agency (Langbein & Sanabria, 2017; Gebre, 2016; Meagher & Voland, 2006; Quah, 2015;
Badet et al., 2016). In addition, international and regional anti-corruption conventions also
set the measures that can be taken by the member state. For example, the UNCAC and
AUCPCC stated that member states are required to create special bodies within their legal
systems that are dedicated to the prevention of corruption. It further urges each state party
to grant these bodies the necessary independence in accordance with the fundamental
principles of its legal system to enable the bodies to carry out their functions effectively
and free from any undue influence. Article 5 of the AUCPCC includes a similar obligation
for African states, making it mandatory for them to create anti-corruption agencies. It
explains that national agencies responsible for combating corruption and other related
offences must enjoy the necessary independence and autonomy, enabling them to carry out
their duties effectively (UNDP, 2005; OECD, 2008; AUCPCC, 2003; UNCAC, 2003).

Therefore, from the analysis of the global literature, the research concludes that, despite
various efforts, very few successful anti-corruption agencies exist. The factors for their
successes are, among others, a strong legal framework, their specialization, independence,
and autonomy, adequate resources and power, productive coordination mechanisms, and,
above all, government political will.

Conceptual Framework of the Research

ACTMITIES
INPUT The Existing Practices of the
Existing regulation -
- Proclamation No_1236/2021 7 -Corruption Prevention

- Civil Service Proclamation -Awareness raising
- MoFEC budget regulation -Advisory role

-Asset registration

-Organizing Anti-corruption

activities

INFUT
The Existing Practices’ SOPs
(Directives, manuals, guidelines,
systems, code of conduct, MoU, etc)

The Factors that Contributed to/Hinder the Effectiveness of ACAs
-Specialization
-Independence
-Adequate resources and power
-Coordination and Cooperation

Source: Researcher’s own compilation

Research Methodology

A qualitative approach and case study design were used. For this research, 20 respondents
were purposefully selected based on their official positions, including directors, corruption
prevention officers, ethics trainers and consultants, HRM officers, general service officers,
ethics liaison officers, ethics infrastructure officers, asset registration officers, researchers,
and IT specialists who have been directly involved in the development of anti-corruption
SOPs. They were selected in collaboration with the director of training and research based
on a pre-established interview guide of this research, the consent was built, and, finally,
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the interview questions with all relevant information were sent to the above-mentioned
experts through their respective e-mail. According to Kim et al. (2003), e-mail interviews
can be potentially appropriate if the issue under investigation is sensitive, like corruption.
On the other hand, qualitative researchers decided on a sampling plan and determined the
sample size based on their own estimation and judgement (Moser & Korstjens, 2018). As
a rule of thumb, the sample size for qualitative research must not be either too small or too
large in order to attain theoretical saturation, informational redundancy, data saturation, or
make it difficult to carry out a "deep, case-oriented analysis" (Onwuegbuzie & Collins,
2007).

Furthermore, expert interviews are frequently combined with other data sources, such as
documents. The aim of using multiple sources of data is to triangulate the sources; in this
case, data obtained from documents was cross-checked with the responses of experts.
Therefore, this strategy can correct the weakness of a single data source over another. In
this case, the validity and reliability of research findings are strengthened (Tansey, 2007).
Conducting interviews with experts can therefore confirm the accuracy of the information
that has previously been collected from other sources (Robinson, 2014; Tansey, 2007).

The documents were the FEACC’s revised proclamation, the civil service proclamation,
the FEACC’s annual reports, operational documents, strategic plan. In addition, social
media platforms (the FEACC’s official Facebook), the FEACC’s official website, and
broadcast media (TV) were accessed to get relevant data for this research and supplement
the evidence in the document (triangulated) to attain data saturation and data triangulation.
In this case, Seixas, Smith, & Mitton (2018) stated that when the research is about
government policy, the sources of data must be government operational documents and
expert interviews to construct and reconstruct the reality. In addition, social media
platforms such as Facebook and Twitter are becoming popular tools for data collection and
an essential source of data, providing researchers with a huge opportunity with the
responsibility to ensure the highest ethical standards (Bright, Margetts, & Yasseri, 2014;
Townsend & Wallace, 2016, p. 3). Therefore, the FEACC’s social media data was
accessed with the consent of the commission.

Methodological triangulation provides sufficient, enriched, and in-depth evidence (data)
from multiple sources (Denzin, 2012; Bryman, 2012). It is data saturation that is essential
to all types of research (Bekhet & Zauszniewski, 2012). Finally, data collected from
broadcast media was transcribed, the e-mail interview data was translated from Amharic to
English, and all the data was processed using Atlas.ti.9 and thematically analyzed by the
researcher. In this case, the advantage of e-mail interviewing is that data transcription
occurs while the respondents answer the questions in textual formats (Connor, 2006;
Thurlow, Lengel, & Tomic, 2004).

Empirical Results and Discussion

The necessary legal framework is, above all, a very crucial element in the establishment
and functioning of anti-corruption agencies. Furthermore, the ability to regulate and
maintain its power and function is critical to its success (Odhiambo, 2016). To be exact,
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ACAs should have a clear legal basis governing the following areas: mandate;
appointment and removals of HR, including agency heads; internal structure; their budget;
relationships with other institutions (in particular with law enforcement and financial
control bodies); accountability and reporting procedures; etc. (OECD, 2008, p. 25).
Furthermore, countries adopted regional and international anti-corruption instruments in
their legal systems to fight corruption. Nevertheless, these legal frameworks are
insufficient to fight and control corruption effectively. Further, SOPs/ mechanisms need to
be put in place to secure the necessary funding and resources to implement anti-corruption
legislation and train the people managing the anti-corruption institutions (Odhiambo,
2016). Therefore, the next section examines the SOPs designed by the commission to

implement its mandate.

The Table shows the themes and its indicators of this research

Themes

Specialization: Mandate and Functions

Indicators
The clarity and competence of the
commission’s mandate; the SOPs

developed for specialised functions; the
SOPs for communicating the commission's
vision and mission.

Specialization: Specific
Knowledge, and Skill

Expertise,

SOPs for HR practices; the SOPs for staff
training and development.

Independence: Financial,

and Functional

Organizational,

The independence of HR practices; the
procedure that protects the commissioner’s
and experts’ independence; the SOPs that
contributed to the independence of the
commission.

Adequate Resources and Power

The SOPs for the commission budgeting;
the SOPs for employee salary, benefits, and
stability; the SOPs for employee training
and development expenditure; the power
granted to the commission.

Coordination, Cooperation, and Information
Exchange

The SOPs for coordinating anti-corruption
activities, cooperating with, and exchanging
information with various bodies.
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Themes: Organized by Atlas t.i.9

The Effectiveness of the Existing Standard Operating Procedures of the Federal
Ethics and Anti-Corruption Commission

The objective of this research was to examine the effectiveness of existing anti-corruption
practices’ SOPs of the FEACC. Therefore, it was examined through the theory of change
by emphasizing the inputs and activity levels. In this connection, Johnsgn et al. (2011)
stated that the "effectiveness” of an anti-corruption agency would be evaluated by
assessing internal processes, and resources used.

Specialization: Mandates and Functions: The FEACC's existing mandate overlaps and
needs a more legal framework that fits its mission to combat corruption in the country.
However, with this limited mandate, the proclamation No. 1236/2021 stated that the
commission represents the country on the anti-corruption agenda (Revised FEACC
Proclamation No. 1236/2021). The commission’s existing roles and mandate overlap with
those of other bodies, such as general audits and the federal police, in receiving corruption
reports, among others. In the overlapping areas, the commission lacks strong, clear, and
specific SOPs that delineate the roles and coordinate them together. In this case, the
literature and anti-corruption convention stated that defining the scope and eliminating
mandate overlaps and duplications are crucial for anti-corruption agencies’ success
(UNCAC 2nd & Harutyunyan, 2003; Mauritius, 2018). However, as a strong point, the
commission developed various SOPs for its activities (directives and guidelines,
organizational structure, the strategic plan, and management tools (BPR and BSC)).
Additionally. It also communicates its mission to various bodies through printed media
(the anti-corruption Gazzetta), electronic media (websites, Facebook, Twitter, Youtube,
the online asset registration system (DARS), and e-mail for reporting corruption),
brochures, pamphlets, magazines, meetings, reports, radio, TV, awarding, the school
ethics club, a student Q&A competition, etc.

Specialization: Specific Expertise, Knowledge, and Skill: The commission’s human
resource management (HRM) practices are based on hard documents and manuals
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(directives and guidelines) that are subject to manipulation and limited in addressing the
human capital market in HR staffing and lack training gap assessment SOPs, especially in
short-term training. Moreover, the commission’s HR practices lack identity with other
civil service institutions as a specialized agency. In this regard, anti-corruption
conventions and the literature recommend that ACAs need to have professional staff with
specific skills as specialized agencies (Cardona, 2015; Sebek, 2019; OECD, 2008;
UNCAC, 2003; AUCAC, 2003; Babu, 2006).

Independence: The research found the factors that hinder the independence of the
commission are: the HR practices that are subject to interference and manipulation; the
existing practice for the dismissal of the commissioners lacks transparency and violates
the commission’s establishing proclamation; or there is no concrete evidence for their
dismissal; it is currently accountable to the executive; and it lacks SOPs that enhance
experts' professional freedom. In this case, the proclamation No. 1236/2021 stated that the
commissioners are not dismissed from their offices. Unless otherwise specified by his/her
interest, low performance, unfitness for the position, unethical issue, or sickness/health
problems, the term of service is six years. Additionally, under Article 4, it is clearly stated
that the Commission shall be free from the interference of any person or entity
(Proclamation No. 1236/2021). Therefore, this finding reveals that the existing practice of
the commission contradicts the above proclamation and the principles of the ACA's
independence. It states that the independence of the ACA is about fighting corruption
offences freely without any favour or terror, implementing recruitment processes of staff
without interference, and enjoying full freedom in discharging their mandate with
confidence, which can contribute to the effectiveness of anti-corruption agencies
(Transparency International, 2017).

Adequate Resources and Power: The FEACC budgeting procedures are implemented in
accordance with its proclamation No. 1236/2021 and the budgeting regulations of the
Ministry of Finance; therefore, they are more or less similar to those of other federal
public institutions. The commission's existing salary scale is low, with no benefit
packages. Therefore, there is a high human resource turnover rate; in this case, the
commission lacks an employee retention strategy. In addition, the commission’s short-
term staff training budgets lack a standard procedure for need assessment that questions
the efficiency and effectiveness of the human capital investment. On the other hand, the
existing powers granted to the commission by Proclamation No. 1236/2021 are one-
dimensional (it lacks a law enforcement wing) and do not fit into the mission of ACAs. In
this regard, the anti-corruption convention recommended that ACAs have sufficient
power, resources, and procedures to implement their specialized functions (Sebek, 2019;
OECD, 2008; UNCAC, 2003).

Coordination, cooperation, and information exchange: The FEACC's existing practices for
coordination, cooperation, and exchanging information between various bodies are not
adequate and lack written, clear, and effective SOPs, especially with the Federal Police
and Attorney General (Ministry of Justice), which are mandated to fight corruption. In this
regard, the commission’s proclamation, under Article 7, stated that "the Commission shall
establish relations and cooperation on behalf of the country with national, regional, and
international bodies with similar objectives. However, it closely works with national and
international bodies by signing a MoU, but the commission has a limited infrastructure for
exchanging information.
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The research found that the FEACC's existing regulations and SOPs are ineffective in
operating its specialized functions: promoting specialization, including expertise and
knowledge, promoting the commission's independence, and coordinating anti-corruption
activities. In other words, with reference to the ToC, the commission is not effective at
input and activity levels (Leeuw and Vaessen 2009). In general, the findings of this
research support Heilbrunn's (2004) findings that pointed out that "lack of coherent
strategy, political commitment, cooperation, coordination, and independence of anti-
corruption agencies (ACAs) is widely regarded as the primary cause of failure in
implementing their mandate.” In addition, the previous research conducted on the
effectiveness of the commission also reveals that the effectiveness of the commission is
challenged due to a lack of independence and autonomy; a lack of specialized staff; low
public confidence; a lack of cooperation; inadequate resources; and an unclear mandate
and functions to bring about the expected change in curbing corruption (Arsema, 2010;
Biruk, 2016; Zemelak, 2017; Tewodros & Raymond, 2011; Hasen, 2020; & Rahman,
2018). To be exact, the previous study by Arsema (2010) revealed that deficiencies in
recruitment and training procedures led to a shortage of qualified staff. Therefore, the
commission's existing inputs (legal provisions, mandate, functions, and operating SOPs)
are not adequate and effective to manage anti-corruption work at a national level.

Conclusion

The research concludes that even though the FEACC recently developed some SOPs, such
as the anti-corruption Gazette, a Twitter page, a Youtube channel, the online asset
registration system (DARS), and an email for reporting corruption, the procedure for
awarding honest individuals and organizations. The existing SOPs are not adequate and
effective according to the ToC principles; the inadequacy of inputs and the lack of
effective SOPs for its activities hinder the realization of the expected result.

In terms of the legal framework and specialization, the FEACC’s existing mandate and
functions are mainly based on the revised Proclamation No. 1236/2021. Therefore, the
research found that the FEACC has some legal documents and SOPs for its activities
(preventing corruption). However, there is a challenge in the clarity and competence of the
mandate and functions: overlapping areas have no strong, clear, and specific SOPs to
delineate the roles and coordinate them, and the commission lacks identity in different
ways as a specialized agency. In this case, Proclamation No. 1236/2021 states that "the
commission’s employee recruitment and dismissal procedures are implemented in
accordance with the general Civil Service Law. On the other hand, the commission's HRM
practices are based on manual documents (directives, guidelines) that can be manipulated
or corrupted and cannot address the human capital market in HR staffing; the commission
lacks a standardized skill gap assessment SOP for staff training; the commissioners'
dismissal procedure is not transparent (the practice is contrary to the commission's
establishment proclamation); and the commission is currently accountable to the
executive. The procedures for coordinating and exchanging information within the
commission and between various bodies lack clear and effective SOPs. More importantly,
the existing practice in cooperation with the Federal Police and the Attorney General
(Ministry of Justice) lacks effective SOPs; the research identified this as a fundamental
challenge. Because these bodies are responsible for investigating and prosecuting
corruption cases.
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Recommendation

Based on the findings, the researcher recommends the following issues for the betterment
of anti-corruption efforts in Ethiopia to the parliament, the government, and the FEACC:
The parliament should enact more legislation that gives additional power to the
commission as a specialized agency and the legal provisions that ensure its independence
at organizational, functional, financial, and expert levels, and the parliament should
influence the government to improve existing practices.

The government of Ethiopia needs to protect the independence of the commission, both
financial and functional, and the government should improve the budget of the
commission, including the salary scale and the benefit packages of the FEACC employees.
The FEACC needs to develop more effective standard operating procedures (SOPs) that
can help implement its activities clearly and effectively. In the areas of expert capacity
development, coordination, cooperation, and the channels of information exchange with
citizens, stakeholders, and public and private organizations; and the SOPs for human
resource practices such as e-recruitment SOPs.

Implication and Future Research

This research has practical and theoretical contributions. The research contributes to
knowledge by expanding the updated understanding of the existing practices’ SOPs of the
FEACC. Practically, the research assists practitioners and policymakers in closely
observing the existing practices in FEACC. Finally, the research also contributed to
further research on the topic.
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Abstract

Today, the influence of digital Media platforms is huge. Media literacy, which is taught by
teachers, plays an important role in developing students’ media literacy skills. This paper
focuses on the influence of digital media platforms and media literacy among young
educators. The study samples are trainees from post-diploma programs in multimedia art
(education) (PGDMA) and young teachers from Yangon University of Education,
Myanmar. The youth educators participating in this study are those who will teach
students digital literacy in practice. 173 young educators participated in this study. The
instrument of this study was a questionnaire and interviews. According to the
observations, most educators use digital platforms and spend most of their time on the
internet. This paper reveals which digital platforms they choose the most and how much
time they spend on them per day. In addition, the study includes how they select the types
of channels they use the most and how they consider all implications before sharing posts.
The interviews focused on how to reduce misinformation on social media by educators
and received a lot of feedback. The different conceptual responses are described in this
paper. Overall, it has been found that young educators have basic ideas about digital
literacy, but it is necessary to put them into practice. So, young educators should learn not
only how to use the digital platform but also media literacy. Moreover, they should
continuously practice digital transformation themselves. Only then will they be able to
effectively share their knowledge and experiences with students.

Keywords: digital media platform, media literacy, young educators

Introduction

Today, the evolution of advanced technologies such as artificial intelligence, machine
learning, cloud computing, and analytics is playing an important role in digital platform
marketing. A digital platform is a software-based online infrastructure. It refers to the software or
hardware of a website that allows for the interaction of its users (Parker et al., 2016). Digital
platforms can also combine several of these features, such as when a social media platform enables
both information searching and matchmaking between users (Cusumano et al., 2019).Digital
literacy is the ability to find, evaluate, and communicate information by utilizing digital media
platforms. It is defined as the "ability to understand, analyze, evaluate, and create media
messages"(Austin et al., 2006). Digital literacy does not replace traditional methods of
interpreting information; it extends the basic skills of these traditional literacies (Jenkins &
Henry 2009). The main feature of the 21st century is a media-saturated culture and easy
access to different types of media for everyone, especially children and teenagers (Wan G
& Gut DM. 2008). Media literacy education is important nowadays.

Media literacy empowers students to interact with information and become digital
creators. It serves to develop critical thinking skills and provides a tool to examine and
explore diversity issues. The teaching of media literacy is to prepare students for the
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present and future. Media literacy educators have also turned to social media platforms to
communicate and share ideas with one another (Greenhow et al., 2016). They can help
students identify misinformation, combat fake news, and engage with the media
responsibly. These skills are valuable not only in academics but also in the students'
personal lives. Therefore, the fundamental media literacy skills of multimedia teachers are
important.

Digital usage in Myanmar

In Myanmar, the Internet has been accessible since 2000. Most Myanmar people were not
interested in using the internet in the early days. They have gradually become interested in
the internet since 2014-2015. During the COVID crisis, people were staying at home and
spending more time online. They used online applications for various fields such as
education, games, sales, work, banking, etc. There were 23.93 million internet users in
Myanmar at the start of 2023, when internet penetration stood at 44.0 percent (Simon
Kemp., 2023). Now, they prefer to use digital. Today, e -government, e- education, online
sales, and online banking are widely used in Myanmar.

According to the January 2022 Data Report, nearly 26 million internet users were found in
Myanmar. 45.9 % of the total population used the internet. The popular websites are
Microsoft Office, Roblox, Mangago, Seesaw, Channel Myanmar, Spotify, VOA News,
Messenger, Google, and Channel News Asia. From Myanmar mobile app statistics, the top
mobile apps are Telegram, Viber, Facebook, My ID, Mytel Pay, KBZ Pay, Wave Pay,
Siphon, TikTok, AYA Pay Wallet, and Facebook Lite [9]. Currently, social media is more
popular online than any other app. The Myanmar citizens uses social media to access the
latest news. However, offline media is also playing an important role in local marketing in
Myanmar (Wira Madjid 2021).

Post Graduate Diploma in Multimedia Art (Education) training in Yangon
University of Education

The Post Graduate Diploma in Multimedia Art (Education) Training (PGDMA) has
already been opened for 21 batches at Yangon University of Education. This is a ten-
month course for those who have obtained their first degree and want to join the school
system. There are three modules included in this course. Module 1 is the basic course on
computer systems, hardware, and Microsoft Office. Module 2 is the fundamental course in
computer software, multimedia, computer networks, and administration. Module 3 is the
specialization courses and pedagogies for the advanced course in multimedia and
education management information system (EMIS) development. After the course, they
will get a diploma and have the opportunity to work at the school as multimedia teachers.
That's why their perspectives on Media Literacy are important. Moreover, it is important
that their attitudes be good and smart.

Purpose of this study

The purpose of this paper is to explore the influence of digital platform usage and promote
media literacy awareness among young educators.
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Methodology

The young educators are necessary to teach students to be media literate. So, their
perspectives on media literacy are important. This paper used data based on surveys and
interviews. The survey questionnaire examined digital platform usage and media literacy
among young educators. ICT team members from Yangon University of Education
facilitate interviews with participants. The study consisted of eight items.

Which digital platforms do they select the most?

Do they believe that digital platforms offer enormous benefits?
How much time is spent on digital platform per day?

What types of channels do they select to use?

Have you ever thought about who created a post before sharing it?
Why create a post on social media?

Why are you spending your free time on digital platform?

How to reduce disinformation on social media?

Items 1 to 6 were assessed by questionnaire, and items 7 and 8 were examined through
informal interviews. This study mainly focused on young educators. They are the trainees
from the Post-Diploma in Multimedia Art (Education) program and young teachers from
Yangon University of Education. The trainees who took the PGDMA (Education) training
courses in the 2022—2023 academic year participated in this study.

The references were published papers and Internet articles related to this study.
Findings and Discussion

This section illustrates the survey data and discusses observations based on them. 173
young educators participated in this survey and gave some suggestions. They are 82%
female teachers and 18% male teachers. 50.8% of participants’ age range was 20 to 25, 25
to 30 was 37.5%, and 31 and above was 12.5%. The education level of the participants
was 48.3% bachelor’s degree, 57.8% postgraduate diploma, and 2.3% others.

Sex Age Education level
EMale = Female H20to25M25t030 31 and above ™ Bachelor’s degree
13% B Postgraduate diploma
18% Others
2%

37%

50%
45%
53%

Which digital platforms do they select the most?

Millions of people around the world, including in Southeast Asian countries, have used
digital media platforms. Southeast Asia is one of the largest regional social media users
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globally (Wira, 2021). At first, which platform participants preferred to use was
discussed.173participants responded this item.

According to survey data, they use Facebook (80.2%), YouTube (12.1%), Instagram
(1.2%), Messenger (2.5%), and TikTok (3.1%). They make less use of WhatsApp,
Twitter, and Signal platforms. It has been found that most of them prefer to use the
Facebook platform. Today, Facebook is the biggest and most popular platform on which
people tend to share information regularly. The same can be used for educational purposes
as well. By creating a group on Facebook, students can exchange information with their
peers.

However, educators need to realize that individual preferences and reasons for liking
Facebook can vary widely among users, and this platform may change over time.
Moreover, they need to share this awareness with their students.

Titok

Messenger

[nstagram

YouTube 12.10%

Facebook 80.20%

Figure 1: Percentage of choice of digital platforms
Do they believe that digital platforms offer enormous benefits?

In the second part, the survey examines young educators' acceptance that digital
platforms offer many benefits. 170 participants responded this item. From the results,
57.6%agree 9.4% strongly agree and 30% were neutral. Two-thirds of participants (67%)
agreed that digital platforms offer significant benefits. But, other participants did not
100% agree that digital platforms offer many benefits.

Digital platforms offer many advantages but also many disadvantages. Young people
should not trust all information from digital media. There is a lot of fake news and
misinformation online. Therefore, it's important to consider and address potential
challenges. Young educators need to apply and understand the rules responsibly.
Moreover, they need to teach media literacy to their students.
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Strongly disagree 0.60%

Disagree 2.40%

Neutral 30%

Strongly agree - 9.40%

e [+ o

Figure 2: Percentage of belief in digital platforms

How much time is spent on digital platform per day?

This section explores how young educators spend their time on digital platforms each
day. 171 participants responded this item. From the survey data, young educators spend
3hours (21.6%), 4 hours (15.20%) and more than 4 hours (19.40%) use on internet. It
was found that half of the participants spend more than 3 hours a day on digital
platforms. This has many advantages and disadvantages. In particular, young educators
need to understand the downside of spending too much time on digital platforms.

Today, many people, including students, prefer to communicate through social networks
rather than face-to-face. At this time, virtual learning has become a necessary procedure
in education. However, spending too much time on the internet can cause young learners
to miss many opportunities to interact physically in their lives (Abudabbous & Nowara.,
2021). Young educators need to be aware of the fact that social media can improve
students’ academic levels, but misuse can lead to adverse results. This knowledge should
be shared with the students.

more than 4 hr 19.30%%

4hr 15.20%
3hr 21.60%
2hr 19.90%

None

1 hr

Figure 3: Percentage of time spent on digital platform per day
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What types of channels do they select to use?

This section explores the types of channels most young educators choose for
digitalmedia.172 participants responded this item. They like education & knowledge,
entertainment, food, and news channels the most. A third of participants prefer education
platforms. It is good for updating education.

Education platforms can offer various benefits. Young educators can share these benefits
with their students. In addition, they should know how to engage their students and ensure
the transfer of knowledge and skills. That's why, they need to learn about digital education
more than ever. They should use applications with their students in the classroom.
Additionally, they should continuously practice digital transformation themselves.

Others
Sales
Beauty
Sports
Food
News

Education&knowledge 29.70%

Entertainment 25.60%

Figure 4: Percentage of channel types selected

Have you ever thought about who created a post before sharing it?

It's important to be aware of the content before sharing it on social media and other
platforms. Sharing posts without fact-checking helps spread misinformation and fake
news. It can cause confusion, fear, and misunderstanding. The original creator of a post
should always be considered before sharing it.172 participants responded this item.

According to the data, a quarter of participants (28.1%) consider the creator before
sharing a post. Other participants did not understand this concept. Based on this, some
participants lacked knowledge of media literacy. It was suggested that young educators
should learn not only how to use the digital platform but also media literacy. Only then
can educators evaluate the quality of information sources and explain the importance of
information literacy to students.
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Never

Sometimes 60.80%

10.50%%

Usually

Always 28.10%

Figure 5: Percentage of fact-checking before sharing a post

Why create a post on social media?

167 participants responded to this item. Their reasons for creating a social media post are
attention and emotion. Attention plays an important role in almost every area of life,
including school, work, and relationships. It allows people to focus on information and
create memories. Research has shown that online users may seek out virtual relationships
as an outlet for their needs. If too much personal information is shared with the public or a
stranger, it can have negative effects.

Emotions are defined as physiological and behavioral responses to specific normality of
the evolutionary environment. Some researchers believe that viewing emotional
expression on social media leads to widespread feelings of envy. Emotional status updates
cause us to feel some envy and perhaps other negative emotions while browsing social
media (Panger, G. T. 2017).

When creating a post on social media, all aspects should be considered before sharing or
creating the post.

Others 8.10%

Trolling 12.20%

Attention 52.90%

Emotion 26.70%

Figure 6: Percentage of reasons for creating a post on social media
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Why are you spending your free time on digital platform?

This content was assessed through informal interviews. 167 participants participated in
this interview. The observed data is shown in the table. According to observation, most
participants spend free time on digital platforms to get relaxation, knowledge, and news.

Table: Percentage of reasons for spending free time on digital platforms

Content Percentage
Relaxation 36%
Gaining knowledge(Education) 32%
News 22%
Healthy 0.07%
Connection with family & friends 0.06%
Music & Video 0.04%
Sports 0.01%
Sales 0.01%

Relaxing on digital platforms may involve the sharing of personal information, which
can lead to privacy violation so re-security threats. While digital platforms can be
enjoyable and convenient for relaxation, it's important to be aware of their potential
negative effects. Spending too much time on digital platforms can cause eye strain,
headaches, and potential long-term vision problems. In addition, Participation in digital
platforms exposes users to cyber bullying, online harassment, or negative interactions
with others.

Young educators should study and understand the above-mentioned issues. Only then
will they be able to effectively share their knowledge and experiences with students.

How to reduce is information on social media?

Not all harmful social media posts are completely false. They may contain some truth.
But they will be misleading or make problematic claims (Kristina Hook & Ernesto
Verdeja 2022). The spread of mis information is a problem for internet users. Reducing
misinformation on social media is an important challenge in today's digital age. The
interviews focused on how to reduce misinformation on social media by educators and
received a lot of feedback. 156 participants responded this interview. The ten different
conceptual responses are listed below.

Believe it or not, decide when you see the post.

Do not show emotion or unwanted things.

Information that does not have a foundation should be banned.

In order to reduce misinformation, we need (1) honesty, (2) faithfulness, and (3)
reliability.
Toreducedisinformationonsocialmediabyskippingorhidingpostsidon'tagreewith.

o Laws should be promulgated and actions taken.

o Page, friends must be verified. If you are not using a Facebook account, you must
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deactivate it and check in.

o Not sharing posts with uncertain information sources; not liking or writing
comments.

o Everyone has a responsibility to combat fake news.

e  Don't do it with the intention of hurting those who want to.

Educating users about media literacy is essential. It has been found that the educators
have basic ideas, but they know it is necessary to put them into practice. Moreover, they
should learn to think critically about verifying information from credible sources before
sharing or believing it. Also, they should distribute their experiences to colleagues as
well as students.

Conclusion

The use of digital media tools is increasing year by year. Research shows that when
people use too much digital media, it can affect their behavioral and cognitive
development as well as their physical and mental health. Therefore, teaching digital
literacy is important today. The participants in this research are the ones who will teach
the students about digital literacy, so they need to have knowledge about digital literacy.
According to the studies, even though the young teachers have basic knowledge, they
still need to learn more. They should learn more about the effects of digital media so that
they can be sure to impart knowledge to the students. They will be able to cultivate
future students who are full of knowledge and can use advanced technologies.
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Abstract

This research investigates the multifaceted impact of internet banking on customer
satisfaction among users in Mauritius, with a particular emphasis on sustainability
considerations. Utilizing convenience sampling, we collected data from a sample of 113
participants through electronically administered questionnaires. Our statistical analysis
employed the Chi-Square test of independence and crosstabulation, while the
SERVQUAL model served as the guiding framework for evaluating customer
satisfaction. The central discovery of this study underscores the pivotal role of
sustainability in internet banking's impact on customer satisfaction. Specifically, we
found that all five dimensions of the SERVQUAL model (reliability, responsiveness,
assurance, tangibles, and empathy), when intertwined with sustainability principles,
exert a statistically significant and positive influence on customer satisfaction within the
context of Mauritius. This suggests that internet banking, when practiced sustainably,
not only enhances customer satisfaction but also contributes to broader environmental
and social goals. In light of these findings, our recommendations are twofold: first, to
enhance the user experience and overall satisfaction, it is imperative that internet
banking channels remain fully operational, reliable, and responsive. Furthermore,
ensuring 24/7 accessibility to internet banking services is essential. Secondly,
recognizing the importance of sustainability in contemporary banking practices, we
advocate for banks to prioritize sustainability considerations within their internet
banking platforms. In this regard, banks should redouble their efforts to protect user
confidentiality and privacy, thereby minimizing security risks. Moreover, rendering
internet banking platforms visually appealing and user-friendly, with a keen eye on
sustainability, is paramount. Lastly, banking institutions should cultivate a deeper
understanding of their clients’ needs and preferences, further nurturing customer
relationships. By integrating sustainability principles into their internet banking services,
banks can simultaneously enhance customer satisfaction and contribute to the
sustainable development goals of Mauritius. This research sheds light on the synergistic
relationship between internet banking, customer satisfaction, and sustainability, offering
valuable insights for financial institutions seeking to align their practices with evolving
societal and environmental demands.

Keywords: Internet Banking, Customer Satisfaction, SERVQUAL Model, Mauritius,
Sustainability

Introduction

The Mauritian financial system stands as one of Africa's most advanced, primarily
attributed to its bank-based financial sector. The environment has been increasingly
competitive due to the sustained economic growth in Mauritius, fostering significant
investments in the banking sector.
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Prior to the advent of the Internet in Mauritius, banking transactions were conducted
manually, requiring clients to visit physical bank branches for their financial needs.
However, in the late 1990s, the Mauritian banking landscape underwent a transformative
shift driven by global developments such as the expansion of telecommunications
networks and e-commerce. This transformation integrated technological advances into
the Mauritian banking sector, albeit at a gradual pace. During the early stages,
information technology primarily automated back-office tasks and customer-facing
banking activities.

In 1987, the Mauritian banking sector initiated its digitalization journey with the
introduction of Automated Teller Machines (ATMs) by the MCB. ATM services in the
island have since evolved to offer convenient features including cash withdrawals,
money transfers, cash deposits, and detailed account statements.

The year 1997 marked the introduction of internet banking in Mauritius. At that time,
only four of the eleven licensed banks offered internet banking services. Subsequently,
substantial improvements were made to communication infrastructure across Mauritius,
making high-speed internet connectivity widely accessible and cost-effective for nearly
every citizen on the island.

As a result, virtually all licensed banks in Mauritius now provide internet banking
facilities. These services encompass mobile banking, enabling banking transactions
through mobile phones (such as money transfers and balance verifications) via the
internet or SMS; fund transfers, encompassing self-account transfers, intra-bank
transfers, inter-bank transfers, and foreign transfers; bill payments, allowing electronic
payment of utility bills, electronic standing orders, insurance premiums, and more; and
loan applications, providing customers the ability to apply for loans through user-
friendly interfaces on online banking platforms.

Internet banking is often praised for its advantages over traditional banking. It offers
time-saving benefits compared to manual banking transactions in bank branches.
However, it is not without its challenges, with security threats being among the most
common. Hacking, forgery, and phishing pose significant risks to a secure online
banking experience. Additionally, clients who are less computer-savvy may struggle to
optimize the use of online banking interfaces.

In light of the above discussion, it is crucial to not only assess the gains derived from the
adoption of internet banking but also to consider the associated costs. In other words, it
is of paramount significance to ascertain how internet banking impacts customer
satisfaction in Mauritius over the long term.

This study aims to investigate the extent to which internet banking influences the long-
term customer satisfaction of internet banking users in Mauritius. The objectives of this
study are to establish both the existence and the nature of the association between
internet banking reliability, internet banking responsiveness, internet banking assurance,
internet banking tangibles, internet banking empathy, and their long-term impact on
customer satisfaction.
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Review of literature

The adoption of internet banking, a significant technological advancement, has been a
subject of study through various theoretical frameworks. Notable among these are the
Technology Acceptance Model (TAM), Theory of Reasoned Action (TRA), Unified
Theory of User Acceptance of Technology (UTAUT), Unified Theory of User
Acceptance of Technology 1 (UTAUT 1), Unified Theory of User Acceptance of
Technology 2 (UTAUT 2), and the Meta Unified Theory of User Acceptance of
Technology (Meta UTAUT). These theories have contributed to our understanding of
the factors that influence individuals to embrace internet banking (Ansori, 2017).

Internet banking is recognized as an operational service that empowers bank clients to
access information about banking products or services and execute financial transactions
through electronic devices such as mobile phones, Automated Teller Machines (ATMs),
and personal computers (Ansori, 2017).

The SERVQUAL model has been widely utilized by researchers and authors to
investigate customer satisfaction derived from internet banking services. Toor et al.
(2016) conducted quantitative research in Pakistan to explore how various aspects of
online banking affect customer satisfaction. They examined different cities in their study
and modeled customer satisfaction from internet banking as a function of the five
quality dimensions of the SERVQUAL model. Their findings indicated that customer
satisfaction in e-banking in Pakistan is significantly influenced by all the SERVQUAL
quality dimensions, with assurance, reliability, and responsiveness emerging as the most
critical factors. This study concluded that, in Pakistan, internet banking directly
contributes to customer satisfaction.

A study with a striking resemblance was conducted a year earlier by Raza et al. (2015),
albeit focused solely on the city of Karachi. Their multiple linear regression model
revealed that reliability, tangibility, responsiveness, and assurance have a statistically
significant and positive impact on customer satisfaction. While empathy also had a
positive impact, it was not statistically significant. Consequently, the research
recommended that banks enhance the visual and operational aspects of their online
banking platforms to ensure client retention, while also prioritizing the reliability and
security of internet banking services to reduce attrition rates.

Bebli (2012) conducted a study in Ghana to investigate how internet banking impacted
customer satisfaction, utilizing the SERVQUAL model as the underlying framework.
Employing a mixed-method approach, Bebli employed tools such as regression analysis,
the Chi-Square independence test, and Spearman's rank coefficient. The study revealed
that customer satisfaction was positively influenced by various factors, including
control, ease of use, privacy, speed of delivery, pleasure, and reliability. The findings
suggested that customers were likely to display higher satisfaction levels due to the use
of internet banking.

Three years earlier, Santouridis et al. (2009) examined how customer satisfaction in
Greece, a country with relatively low internet penetration at the time, was impacted by
the service quality of internet banking. In this study, the SERVQUAL model was also
employed, albeit in a more flexible manner, with six dimensions considered:
responsiveness, assurance, web assistance, reliability, information quality, and empathy.
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The research established that all six dimensions of service quality shared a statistically
significant and direct relationship with customer satisfaction, with reliability emerging
as the most influential predictor of customer satisfaction. Information quality was
identified as a key factor likely to attract potential users of internet banking in the future,
while empathy and web assistance were found to be the most relevant factors likely to
drive existing clients to recommend internet banking services to others.

The above literature review has illuminated the global landscape of studies examining
factors influencing customer satisfaction derived from the use of internet banking.
However, a notable research gap exists in Mauritius. While internet banking is
increasingly prevalent, studies exploring its long-term impact on customer satisfaction
are scarce in the Mauritian context. This study aims to bridge this identified research
gap by employing the SERVQUAL model as an underlying framework to investigate the
extent of customer satisfaction with internet banking services in Mauritius, with a
particular emphasis on its long-term sustainability.

H1: Internet banking reliability has a positive and sustainable influence on long-term
customer satisfaction.

H2: Internet banking responsiveness positively impacts and sustains long-term customer
satisfaction.

H3: Internet banking assurance has a positive and sustainable effect on long-term
customer satisfaction.

H4: Internet banking tangibles have a positive and sustained impact on customer
satisfaction over time.

H5: Internet banking empathy aspect shares a positive and enduring association with
long-term customer satisfaction.

Research Methodology
Target Population

The research focused on adult members of the Mauritian population who actively
utilized internet banking services. Given the evolving nature of internet banking in
Mauritius and the aim to assess the long-term impact on customer satisfaction, the
determination of the precise size of the target population presented challenges. As such,
random sampling, which typically requires a known population size, was not feasible.
Therefore, non-random sampling, specifically convenience sampling, was chosen.
Convenience sampling allowed for the selection of respondents based on availability
and convenience while aligning with the study's objectives to explore the sustainability
of customer satisfaction over time.

Data Collection
To ensure an objective and up-to-date understanding of the research topic, primary data

collection was exclusively employed. Given the limited availability of secondary data
specific to Mauritius in this context, primary data offered a fresh perspective.
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Questionnaire Design

The primary data collection instrument was a comprehensive questionnaire, consisting
of seven sections:

» Demographics

» Reliability

» Responsiveness

« Assurance

» Tangibles

» Empathy

» Customer Satisfaction

This questionnaire included multiple-choice and 5-point Likert Scale questions, enabling
a thorough investigation of respondents' experiences and perceptions related to internet
banking services and their long-term sustainability.

Data Collection Method

Data collection was conducted electronically through Google Forms. The choice of an
online survey approach was driven by its cost-effectiveness and real-time response
tracking capabilities, which are particularly relevant when assessing the sustainability of
customer satisfaction over an extended period. Respondents were afforded the flexibility
to participate at their convenience, emphasizing the sustainability of data collection
methods.

Sample Size

The initial target sample size was 100 respondents. However, the research exceeded
expectations, resulting in the collection of 113 usable questionnaires. This larger sample
size further enhances the robustness of the study's findings regarding the sustainability
of customer satisfaction with internet banking services in Mauritius.

Analysis and Discussion

Cronbach’s Alpha has been calculated for the required sections of the questionnaire. The
data has been pre-processed and cleaned on Microsoft Excel. The analysis has been
done with the aid of Statistical Package for Social Sciences (SPSS) statistical analysis
tool. The first step of the data analysis procedure involved establishing reliability
through the computation of Cronbach’s Alpha. This was followed by a descriptive
summary of the collected data.

The final stage consisted of inferential analysis on the sample data so as to derive
findings that can be generalized to the target population. The SERVQUAL model was
employed as underlying framework for assessing customer satisfaction with respect to
internet banking services in Mauritius. Hypothesis testing has been conducted with the
end of goal of determining whether an association is present between pairs of
categorical variables.
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For this purpose, the Chi-Square independence test has been employed — all tests have
been conducted at the 5% significance level. Simultaneously, cross tabulation analysis
has been undertaken so that the nature of the link between the variables can be
determined.

The following table displays the reliability coefficients obtained for the 6 relevant sections
of the questionnaire.

Table 1 - Cronbach’s Alpha values

Section Number of Relia_bi_lity
statements coefficient

B 4 0.972

¢ 4 0.972

D 5 0.986

E 3 0.981

F 5 0.984

G 4 0.984

The above table shows that, for each section, the Cronbach’s Alpha value is way larger
than 0.6. The collected data can therefore be validated as being reliable. It can be used as
means for deriving the necessary research findings.

Descriptive Analysis

Pie Chart Count of Gender

Gender

Figurel - Pie Chart Count on Gender

Two-thirds (66.37%) of the respondents were men while 33.63% were of female gender.
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Simple Bar Count of Age group

S0

Count

18-25 26-35 3645 46-55
Age group

Figure 2- Simple Bar Count on Age Group

A little less than 40% of the respondents were aged between 36 and 45. The age of

30.97% ranged from 26 to 35. 17.70% fell in the 18-25 age group while 1.77% were at
least 56 years old.

Simple Bar Count of Education

Count

Degree holder HSC Wasters holder Other PhD holder

Education

Figure 3— Simple Bar Count on Education

44.25% of the participants are degree holders. 32.74% have the HSC as highest level of
educational attainment. 16.81% of the participants possess a Masters degree

Simple Bar Count of What is your current occupational status?

60

Count

Private sector
employee

Public sectar

Retired
employee

Self-employed Student Unemployed

What is your current cccupational status?

Figure 4 — Current occupational status
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45.13% of the respondents reported being private sector employees. 30.09% worked in
the public sector. 13.27% stated that they were students while 6.19% were unemployed.
4.42% were self-employed while 0.88% were in retirement.

Pie Chart Count of What is your marital status?

What is
your
marital
status?

rrie
M Single
M Widowsd

Figure 5 — Marital status

The majority of the participants (58.41%) reported being married while 38.94% were
single.

Table 2 - Monthly income level

What is your monthly income level?

Cumulative
Frequency Fercent Yalid Percent Fercent

Walid Less than MUR 25 000 N 274 274 274

More than MUR 80,000 1 8 R 283

MUR 25,000- MUR g2 46.0 46.0 743

40,000

MUR 40,000 - MUR 20 17.7 17.7 920

60,000

MUR 60,000 - MUR g 8.0 8.0 100.0

20,000

Total 113 100.0 100.0

Almost half of the respondents (46.0%) reported earning between MUR. 25,000 and
MUR. 40,000. 27.4% earned less than MUR. 25,000 while 17.7% fell in the MUR.40,000
— MUR. 60,000 income bracket. 8.0% earned between MUR. 60,000 and MUR. 80,000
while only 0.9% stated that they earned more than MUR. 80,000.

Table 3 - Number of years using internet banking services

Since how long have you been using internet banking services?

Cumulative
Frequency FPercent Valid Fercent Fercent
Walid 1-3 years 27 2389 2349 234
4-6 years 43 381 381 61.9
T-10vyears a7 327 327 4.7
Less than 1 year 5] 53 53 100.0

Total 113 100.0 100.0
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38.1% stated that they have been using internet banking services for 4 to 6 years. 32.7%
have been availing themselves of internet banking services since the last 7 to 10 years.
23.9% have been availing themselves of online banking facilities since the past 1 to 3
years. Only 5.3% have been using internet banking services for less than a year. This
indicates that the adoption of internet banking is becoming more and more popular in
Mauritius with the passage of time.

Reliability

The participants were required to rate 4 statements concerning internet banking reliability
(1: strongly disagree and 5: strongly agree). The results are shown below.

Table 4 - Descriptive statistics for reliability aspect

I Minirmum Maximum Mean Std. Deviation
Reliability [The use of E- 113 1 5 4.04 870
banking is reliakle.]
Reliability [| prefer using 113 1 5 4.09 851

E-banking sernvices
instead of visiting the
bankas™s branch for
doing my transactions ]

Reliability [E-banking 113 1 5 4.07 863
perfarms the service right
the first time ]

Reliability [E-banking 113 1 5 4.02 =115
service channels are
always inworking arder]

It can be observed that, for all 4 statements, the mean rating revolves around 4. This
indicates that, on average, the participants expressed agreement with all the 4 statements.
In other words, they agreed that the use of internet banking is reliable. Furthermore,they
prefer conducting their banking transactions online instead of calling physically at the
branch of the bank. They also express agreement with the notion that online banking
performs the required service correctly the first time. Lastly, the respondents agree that
internet banking service channels always work correctly.

Responsiveness

The respondents had to rate 4 statements referring to internet banking responsiveness (1:
strongly disagree and 5: strongly agree). The results are shown below.

Table 5 - Descriptive statistics for responsiveness aspect

N Minimum Maximum Mean Std. Deviation

Responsiveness [E- 113 1 5 3.95 .833
banking services are

available 24/7 ]

Responsiveness [My 113 1 5 3.98 .802

banka€™s E-banking
facilities make accurate
promises about the
services they deliver.]

Responsiveness 113 1 5 3.94 782
[Response of service

through E-banking is

prompt and quick]

Responsiveness [The 113 1 5 4.05 .730
use of E-banking is time

saving.]
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For all 4 provided statements, the mean ratings are quite high, revolving around 4. This
indicates agreement, on the whole, with the given statements. The participants thus agree
that they are able to avail themselves of online banking facilities on a 24/7 basis. They
also express agreement with the supposition that their bank’s internet banking services
deliver on the promises that they make. They agree that the use of internet banking results
in a quick and prompt response and leads to significant saving of time.

Assurance
For this section, the participants were required to provide their rating of 5 statements
concerning internet banking assurance (1: strongly disagree and 5: strongly agree. The

results are shown below.

Table 6 - Descriptive statistics for assurance aspect
[+l Minimum  Maximum Mean Std. Deviation

Assurance [| feel secure 113 1 b 386 825
while making

transactions through

internet banking ]

Assurance [My E-banking 113 1 5 3.83 1A
site does not share my

personal information with

other sites ]

Assurance [l feel secure 113 1 g 387 881
in providing sensitive

information for online

transactions.]

Assurance [E-banking 113 1 i 3.83 63
senvice provides me with

high protection far my

online banking

transactions]

Assurance [The 113 1 A R 894
hehaviour of E-banking

employees instils

confidence in me]

The mean ratings are all closely matched, revolving around 3.85. This indicates that, on
average, the respondents are mostly in agreement with the given statements pertaining to
the assurance of internet banking services. In other words, they generally agree that they
feel secure when engaging in banking transactions online. They agree that their internet
banking platform ensures their confidentiality and does not divulge their personal
information with other sites. The respondents also express agreement that they feel a
sense of security when sharing sensitive details when conducting online banking
transactions. They further agree that the internet banking services ensure full protection
when internet banking transactions are being undertaken.

Lastly, on the whole the respondents feel a sense of confidence from the behaviour of the
bank’s internet banking employees.
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Tangibles

The respondents were required to rate 3 statements referring to internet banking tangibles
(1: strongly disagree and 5: strongly agree). The results are shown below.

Table 7 - Descriptive statistics for tangibles aspect

[+l Minirmurm Maximum

Mean Std. Deviation

Tangibles [The E-hanking 113 1 5
physical facilities are
visually appealing ]

Tangibles [| am satisfied 113 1 ]
with the technological up-

to-date equipment of the

hanlk]

Tangibles [The E-hanking 113 1 5
facilities are modern and
secure.]

3.87

3.87

3.90

861

891

834

The respondents in general expressed agreement with the 3 statements above, as evidenced
by the mean ratings being close to 4. They thus agree that the internet banking physical
facilities are visually appealing. The participants express satisfaction with the
technological state-of-theart tools of the bank. They further contend that the internet

banking facilities are both secure and modern.

Empathy

The participants were required to rate 5 statements pertaining to the empathy related with
internet banking services (1: strongly disagree and 5: strongly agree). The results are

given below.
Table 8 - Descriptive statistics for empathy aspect

I Minimum Maximum

Mean

Std. Deviation

Empathy [Help is 113 1 5
immediately available ifl

encounter any problem

an internet banking.]

Empathy [E-banking 113 1 5
employees understand
my specific needs ]

Empathy [| get personal 113 1 5
attention from E-banking

employees when the

need for contact arises ]

Empathy [E-banking 113 1 5
employees respond
promptly to my queries ]

Empathy [Bank deals 113 1 [l
respectfully with my

complaints with respect

to internet banking ]

3.81

3.81

3.82

3.78

3.84

875

851

811

.80s

For this section as well, the respondents were mainly in agreement with the 5 given
statements, as can be inferred from the mean ratings being close to 4. The respondents
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agree, in general, that if they face any issue concerning internet banking, they are able to
seek help promptly. They also agree that their particular needs are well understood by the
internet banking employees, who offer personal attention when the need for contact arises
and respond in prompt fashion to any request. The respondents further express agreement
with the supposition that the bank deals respectfully with any complaints that they may
have regarding online banking.

Customer Satisfaction

For this section, the respondents were required to rate 4 statements pertaining to customer
satisfaction derived from internet banking services (1: strongly disagree and 5: strongly
agree).

The table below summarizes the results.

Table 9 - Descriptive statistics for customer satisfaction

I Minimum Maximum Mean Std. Deviation

Customer Satisfaction 113 1 A 378 807
[Owverall, service of E-

hanking is hetter than my

expectation ]

Customer Satisfaction I 113 1 A 378 .B60
find the E-banking
gxperience pleasant)]

Customer Satisfaction || 113 1 5 3.80 8156
am satisfied with the

bankag™s internet

hanking service quality]

Customer Satisfaction || 113 1 5 378 842
am satisfied with the

transaction processing

via E-hanking senvices.]

The above table shows that the respondents, on average, obtain a good satisfaction level
from internet banking services. Indeed, the mean rating of all 4 statements are very close
to 4, indicating that the participants are mostly in agreement with them. They thus agree
that internet banking services have surpassed their expectations. They find the internet
banking experience pleasant and express satisfaction with the quality of internet banking
services. Lastly, they are satisfied with the processing of transactions via internet banking.

Inferential Analysis: Hypothesis Testing and Discussion of Findings
As stated earlier, the 5 hypotheses of this research have been tested through the use of the
Chi Square test of independence complemented with crosstab analysis. All the necessary

tests have been conducted at the 5% significance level.

Before the 5 hypotheses were tested, the Compute function of SPSS was used to calculate
an average rating, per respondent, for each of the five required sections.
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Hypothesis 1: Impact of Reliability on Customer Satisfaction

HO: Internet banking reliability has no impact on customer satisfaction.
H1: Internet banking reliability positively impacts customer satisfaction.

Table 10 - Chi-Square and crosstab for hypothesis 1

Reliability * Customer_Satisfaction

Crosstab
Count

Customer_Satisfaction

1.00 2.00 3.00 4.00 5.00 Total
Reliability 1.00 1 0] 0 u] 1
2.00 1 3 3 i) 7
3.00 0] 1 11 1 i} 13
4.00 0] u] 14 43 1 58
5.00 0] u] 3 13 18 34
Total 2 4 ch| 57 19 113
Chi-Square Tests
Asymptotic
Significance
Yalue df (2-sided)
Fearson Chi-Square 171.9472 16 .aoo
Likelihood Ratio 104.715 16 000
Linear-by-Linear 65.636 1 .0oo
Association
M ofWalid Cases 113

a. 18 cells (72.0%) have expected count less than 5. The
minimum expected countis 02,

The p-value of the Chi-Square test is 0.000 < 0.05. This indicates that, at the 5% level of
significance, the alternative hypothesis is accepted, i.e. there is statistically significant
evidence that the reliability of internet banking services impacts customer satisfaction.

The associated crosstab reveals that customer satisfaction is positively affected by the
reliability of internet banking services. Indeed, 31 of the 34 respondents who rated
reliability as 5 gave their customer satisfaction levels a rating of at least 4. On the other
hand, 5 of the 8 respondents who rated reliability at most 2 also gave customer satisfaction
a maximum rating of 2. This clearly illustrates that internet banking reliability has a
positive effect on customer satisfaction in Mauritius.

The above finding echoes that of Mchomba (2018), which came to the conclusion that
customer satisfaction obtained from the use of internet banking is significantly and
positively influenced by reliability of internet banking services.

The results of this study indicate that internet banking reliability has a significant and
positive impact on customer satisfaction in Mauritius. When customers perceive internet
banking services as reliable, they are more likely to trust and use these services. This
trustworthiness can reduce the need for customers to visit physical bank branches, which
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not only enhances their convenience but also aligns with sustainability objectives.

The positive relationship between reliability and customer satisfaction underscores the
importance of robust technology infrastructure and secure online transactions. Banks
should continue to invest in maintaining and improving the reliability of their internet
banking platforms to ensure a consistent and trustworthy user experience. This investment
not only benefits customer satisfaction but also supports the long-term sustainability of
banking operations by reducing the consumption of paper-based resources and energy
associated with physical branch visits.

Hypothesis 2: Impact of Responsiveness on Customer Satisfaction
HO: Internet banking responsiveness shares no relationship with customer satisfaction.

H1: Internet banking responsiveness shares a positive relationship with customer
satisfaction.

Table 11 - Chi-Square and crosstab for hypothesis 2

Responsiveness * Customer_Satisfaction

Crosstab
Count
Customer_Satisfaction
1.00 2.00 3.00 4.00 5.00 Total
Responsiveness 1.00 1 o} o} o o 1
e i 1 3 1] 1] 1] 4
3.00 1] 1] 17 2 1] 19
4.00 1] 1 13 449 1] 63
5.00 o o 1 6 19 26
Total 2 4 31 57 19 113
Chi-Square Tests
Asymptotic
Significance
Walue df (2-sided)
Pearson Chi-Sqguare 248.2G92% 16 .0oo
Likelihood Ratio 141.558 16 .000
Linear-by-Linear TE.6ES 1 .0oo0

Association
M ofValid Cases 113

a.18 cells (72.0%) have expected count less than 5. The
minimum expected countis .02,

The p-value of the Chi-Square test is 0.000 < 0.05. This indicates that, at the 5% level of
significance, the alternative hypothesis is accepted, i.e. there is statistically significant
evidence that the responsiveness of internet banking services influences customer
satisfaction.

The associated crosstab reveals that customer satisfaction is positively affected by the
responsiveness of internet banking services. Indeed, all 25 respondents who rated
responsiveness as 5 gave their customer satisfaction levels a rating of at least 4. On the
other hand, all 5 respondents who rated responsiveness at most 2 also gave customer
satisfaction a maximum rating of 2. This clearly illustrates that the responsiveness of
internet banking services is directly related with customer satisfaction in Mauritius.

The above finding is in line with Mchomba (2018), which found that online banking
service quality is positively affected by the time factor and accessibility, 2 major aspects
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of responsiveness. Likewise, Liebana et al (2013) observed that customer satisfaction is
directly influenced by ease of use, accessibility and availability. The above finding is
nevertheless contradicted by Vetrivel et al (2020), which concluded that convenience and
responsiveness have no statistically significant impact on customer satisfaction.

The findings reveal that internet banking responsiveness shares a positive relationship with
customer satisfaction. When customers can access banking services 24/7 and experience
prompt responses, their satisfaction levels increase. This aspect of internet banking aligns
well with sustainability goals by reducing the necessity for physical interactions and
paper-based transactions.

The convenience of accessing banking services at any time and receiving quick responses
contributes to enhanced user experiences. Banks should prioritize and maintain high levels
of responsiveness in their internet banking services to ensure that customers continue to
benefit from the efficiency and convenience associated with online banking. Sustainability
objectives can be supported through increased adoption of online banking, which can lead
to reductions in resource-intensive physical banking operations.

Hypothesis 3: Impact of Assurance on Customer Satisfaction
HO: Assurance of internet banking services has no influence on customer satisfaction.
H1: Assurance of internet banking services has a positive influence on customer

satisfaction.

Table 12 - Chi-Square and crosstab for hypothesis 3

Assurance * Customer_Satisfaction

Crosstab
Count
Customer_Satisfaction
1.00 2.00 3.00 4.00 5.00 Total
Assurance 1.00 1 2 0 0 0 3
2.00 1 2 2 0 0 5
3.00 0 0 23 1 0 24
4.00 8] 0 5 49 1 55
5.00 0 8] 1 7 18 26
Total 2 4 31 57 19 113
Chi-Square Tests
Asymptotic
Significance
Value df (2-sided)
Pearson Chi-Square 227.042° 16 .000
Likelihood Ratio 164.702 16 .000
Linear-by-Linear 85.705 1 .000
Association
N of Valid Cases 113

a. 18 cells (72.0%) have expected countless than 5. The
minimum expected countis .05.

The p-value of the Chi-Square test is 0.000 < 0.05. This indicates that, at the 5% level of
significance, the alternative hypothesis is accepted, i.e. there is statistically significant
evidence that the assurance of internet banking services influences customer satisfaction.

The associated crosstab reveals that customer satisfaction is positively influenced by the
assurance of internet banking services. Indeed, 25 of the 26 respondents who rated
assurance as 5 gave their customer satisfaction levels a rating of at least 4. On the other
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hand, 6 of the 8 respondents who rated assurance at most 2 also gave customer satisfaction
a maximum rating of 2. This clearly illustrates that the assurance of internet banking
services positively influences customer satisfaction in Mauritius.

The above finding is corroborated by Abdallah (2018), which came to the conclusion that
trust, assurance and security all directly influence customer satisfaction. In the same vein,
Qureshi et al (2008) observed that more people are turning to internet banking owing to
the associated privacy and security guarantees. It must nevertheless be mentioned that
Vetrivel et al (2020) came to the conclusion that security has no statistically significant
influence on customer satisfaction.

The study shows that assurance in internet banking services has a positive influence on
customer satisfaction. Customers who feel secure when conducting online transactions and
trust the confidentiality of their personal information are more likely to be satisfied with
internet banking. This trust is essential for long-term adoption and customer loyalty, as it
reduces the perceived risks associated with online banking.

From a sustainability perspective, the assurance of secure and confidential online banking
can lead to a decrease in the use of paper-based transactions and physical visits to bank
branches. Banks should, therefore, continue to invest in robust security measures and
privacy protections to maintain and enhance customer trust in internet banking services.
These efforts can contribute to the sustainability of banking operations by reducing the
environmental impact of traditional banking practices.

Hypothesis 4: Impact of Tangibles on Customer Satisfaction
HO: Internet banking tangibles do not affect customer satisfaction.
H1: Internet banking tangibles positively affect customer satisfaction.

Table 13 - Chi-Square and crosstab for hypothesis 4
Tangibles * Customer_Satisfaction
Crosstab

Count

Customer_Satisfaction

1.00 2.00 3.00 4.00 500 Total
Tangibles 1.00 1 o ) a a 1
2.00 1 3 o a =)
3.00 o il 23 a a 24
4.00 o o 51 a S8
500 ] a [u] & 19 25
Total 2 4 31 57 19 113

Chi-Square Tests

Asymptotic
Significance
Walue df (2-sided)

Pearson Chi-Sguare 2686197 16 000
Likelihood Ratio 180.730 16 000
Linear-by-Linear 92.308 1 .0oo
Association

M ofvalid Cases 113

a. 18 cells (72.0%) have expected count less than 5. The
minimum expected countis .02,

The p-value of the Chi-Square test is 0.000 < 0.05. This indicates that, at the 5% level of
significance, the alternative hypothesis is accepted, i.e. there is statistically significant
evidence that the internet banking tangibles impact on customer satisfaction.
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The associated crosstab reveals that customer satisfaction is positively influenced by the
tangibles of internet banking services. Indeed, all 25 respondents who rated tangibles as 5
gave their customer satisfaction levels a rating of at least 4. On the other hand, 5 of the 6
respondents who rated tangibles at most 2 also gave customer satisfaction a maximum
rating of 2. This clearly shows that the tangibles of internet banking services positively
affect customer satisfaction in Mauritius.

The above finding is supported by Amin (2016), which averred that customer satisfaction
is directly influenced by the user-friendliness, organization and efficiency of the bank
website. Mchomba (2018) also found platform user-friendliness to be a determining factor
of customer satisfaction. Vetrivel et al (2020) further established a positive association
between website efficiency and customer satisfaction.

The study findings suggest that internet banking tangibles, such as user-friendliness, visual
appeal, and modern technological tools, have a positive influence on customer satisfaction.
When customers find online banking platforms visually appealing and user-friendly, they
are more likely to engage with these services and experience higher levels of satisfaction.
From a sustainability perspective, the tangibles of internet banking can contribute to
reduced paper consumption and the efficient use of digital resources. User-friendly
interfaces can lead to higher adoption rates, thereby reducing the need for physical branch
visits and paper-based transactions. Banks should continue to focus on improving the user
experience and interface design of their online banking platforms to enhance customer
satisfaction and promote sustainable banking practices.

Hypothesis 5: Impact of Empathy on Customer Satisfaction

HO: Empathy related with internet banking services shares no association with customer
satisfaction.

H1: Empathy related with internet banking services shares a positive association with
customer satisfaction.

Table 14 - Chi-Square and crosstab for hypothesis 5
Empathy * Customer_Satisfaction
Crosstab

Zount

Customer_Satisfaction

1.00 2.00 3.00 4.00 5.00 Total
Empathy 1.00 1 o o o] [a} 1
2.00 1 3 1 o] a 5
3.00 o] 1 26 1 s} 28
4.00 o] a 3 54 a 57
5.00 o] o 1 2 19 22
Total 2 4 31 57 19 113

Chi-Square Tests

Asymptotic
Significance
Walue df (2-sided)

Fearson Chi-Sqguare 295 5742 16 .ooo
Likelihood Ratio 197.287 16 .0oo
Linear-by-Linear 94.458 1 .0oo
Association

M ofvalid Cases 113

a.18 cells (72.0%) have expected count less than 5. The
minimum expected countis .02,
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The p-value of the Chi-Square test is 0.000 < 0.05. This indicates that, at the 5% level of
significance, the alternative hypothesis is accepted, i.e. there is statistically significant
evidence that internet banking associated empathy shares an association with customer
satisfaction. The associated crosstab reveals that the existence of a positive relationship
between these 2 variables. Indeed, 21 of the 22 respondents who rated empathy as 5 gave
their customer satisfaction levels a rating of at least 4. On the other hand, 5 of the 6
respondents who rated empathy at most 2 also gave customer satisfaction a maximum
rating of 2. This evidences the fact that customer satisfaction in Mauritius is positively
influenced by the empathy related with internet banking services. The above finding
corroborates those of Amin (2016), which concluded that customer satisfaction is
positively and significantly impacted by the personal needs of internet banking users.

The study findings demonstrate a positive association between empathy related to internet
banking services and customer satisfaction. Customers who perceive that their needs are
well understood and receive personalized attention from internet banking employees are
more likely to be satisfied with online banking services. This empathy can enhance
customer loyalty and reduce attrition rates.

In terms of sustainability, empathy in online banking can contribute to the reduction of
physical interactions and paper-based transactions. When customers receive personalized
assistance and prompt responses to their inquiries or issues, they are less likely to rely on
in-person visits to bank branches. Banks should prioritize customer-centric approaches in
their internet banking services, including empathetic interactions and personalized support,
to not only boost customer satisfaction but also align with sustainability objectives by
reducing the environmental footprint of traditional banking operations.

Conclusion and Recommendations

In the ever-evolving landscape of banking services, this research provides significant
insights into the intricate relationship between internet banking dimensions and customer
satisfaction in Mauritius. The findings are unequivocal: all five dimensions of the
SERVQUAL model - reliability, responsiveness, assurance, tangibles, and empathy - have
not only a statistically significant but also a profoundly positive impact on customer
satisfaction derived from the use of internet banking services. This illuminating research
reaffirms that the adoption of internet banking has not only transformed the way banking
services are accessed and delivered but has also fundamentally elevated the level of
satisfaction among banking customers in Mauritius.

Recommendations

Reliability — Bridging Trust and Sustainability

This study underscores the paramount importance of reliability in shaping customer
satisfaction. To enhance the user experience and simultaneously advance sustainability
goals, banks should prioritize rendering internet banking facilities more reliable. This
involves maintaining a robust infrastructure that ensures uninterrupted access to online
services, instilling trust among customers that they can rely on these services when
required. Additionally, banks should consider sustainable practices in their operations,
such as implementing energy-efficient data centers and adopting renewable energy sources
to power their services.
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Responsiveness — Ensuring Accessibility and Sustainable Practices

Customer satisfaction is found to be positively influenced by the responsiveness of
internet banking services. Banks should, therefore, invest in improving the
responsiveness of their internet banking platforms while also considering sustainability
initiatives. Ensuring 24/7 availability, promptly addressing service disruptions, and
transparently communicating any planned interruptions are key steps. Furthermore,
banks should integrate sustainable practices into their IT operations, such as adopting
green IT practices and minimizing energy consumption.

Assurance — Enhancing Security and Privacy while Embracing Sustainability

This research highlights the significance of assurance in positively impacting customer
satisfaction. Banks should prioritize safeguarding customer information and privacy
through robust security measures. Additionally, they should embark on educational
campaigns to make customers aware of the comprehensive security measures in place.
While ensuring cybersecurity, banks should simultaneously implement sustainability
initiatives within their security measures, such as reducing carbon emissions related to
cybersecurity infrastructure.

Tangibles — Modernity, Sustainability, and User Experience

The tangibles associated with internet banking play a pivotal role in customer
satisfaction. Banks should focus on maintaining visually appealing and modern internet
banking platforms while also considering sustainability aspects. Implementing
sustainable architectural practices, using environmentally friendly materials, and
designing energy-efficient banking facilities can contribute to a more sustainable and
aesthetically pleasing environment for customers.

Empathy — Understanding Customer Needs and Sustainability Preferences

Empathy emerges as a vital factor in enhancing customer satisfaction in the context of
internet banking services. Banks should prioritize gaining a deeper understanding of
their customers' needs, including their sustainability preferences. Establishing helpdesks
for prompt issue resolution, ensuring accessibility to assistance, and regularly updating
FAQs pages can enhance the overall customer experience. Moreover, banks should
consider developing sustainable banking products and services that resonate with the
preferences of environmentally conscious customers.

Future Research Avenues

While this research has shed light on critical aspects of customer satisfaction and
sustainability in the banking sector, it is essential to acknowledge its limitations. Future
research should explore alternative sampling methods to mitigate potential biases and
sampling errors. Investigating the feasibility of targeting a larger sample size, even in
the absence of random sampling, can bolster the generalizability of findings.
Additionally, adopting more potent survey administration methods like face-to-face
interviews can offer greater control over respondent identities and facilitate the
collection of richer, more nuanced data. These approaches should be further extended to
explore the intricate relationship between customer satisfaction and sustainability
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practices in the banking sector, providing invaluable insights into the future of
responsible banking in Mauritius.
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Abstract:

The main purpose of this research was to study the effect of brainstorming method on
master students’ thinking in teaching of curriculum development at the Yangon University
of Education, Myanmar. Action research was used in this study. The research was carried
out with (52) M.Ed first year students from Yangon University of Education, Myanmar.
The instruments used for this study were observation checklist and interview questions.
There is a lot of discussions on inductive/deductive presentations of contents. Inductive
presentation begins from concrete facts and moves to generalizations. Deductive
presentation begins from theoretical knowledge and moves on its practical applications.
Most of the time in Universities is used for teaching and learning different subjects. The
acquiring of knowledge seems to be the most important objective of schooling, however,
the acquiring of thinking skills, values and attitudes is even more important for the society.
Based on the results, the use of brainstorming method in classroom is vital to have positive
attitudes towards teaching of curriculum development. Thus, brainstorming method was
effective in raising students’ thinking at the University level. The results of this study
imply that brainstorming method can be regarded as one of the useful ways for the
university teachers.

Key Words: Brainstorming, curriculum development, thinking skills, effect, attitude

Introduction

Education is a key role in helping students to develop students’ thinking skills from
respective content knowledge. Effective teaching learning process depends on teachers’
pedagogical knowledge and opportunities which can support students’ thinking skills.
Pedagogy concerns all the methods and abilities a teacher should have in teaching and
nurture the students in their all- round development.

Curriculum development is the dynamic process whereby an individual or a team
identifies education at aims and objectives for the learners, design and its implementation
in a school system and its periodic evaluation have been recognized as activities that must
be carefully planned and orchestrated.

Purpose of the Study
The main purpose of this research is to study the effect of brainstorming method on master

students’ thinking skills in teaching of curriculum development. The specific objectives
are as follows.
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o To point out the effect of brainstorming method on master students’ thinking skills
in teaching of curriculum development

o To present the concept of curriculum development in terms of curriculum theory,
curriculum philosophies, criteria for selecting content and models.

o To investigate the attitudes of master students towards learning based on
brainstorming methods and

J To make suggestions concerning with the brainstorming method on students’

thinking skills for university teachers
Research Questions
(1) To what extent do masters students have thinking skills in teaching of curriculum
development?

(2) To what extent do master students present the concept of curriculum development?
(3) What are the attitudes of master students on using brainstorming method?

Scope of the Study

The following points are the scope of the study.

e  This study was geographically restricted to Yangon University of Education.
o Participants in this study were M.Ed first year students from Yangon University of
Education.

e  This study was concerned with the brainstorming method on master students’
thinking skills in teaching of curriculum development.

Definition of Key Terms

Brainstorming Method

Brainstorming is a type of discussion which is useful for problem-solving. Brain storming
method produces to generate creative ideas, learners are asked to withhold judgments of
criticism and produce a very large number of ways to do something, such as resolve a
particular problem (Sang, 2003).

Curriculum Development

The curriculum development process is most effective when learning outcomes and
performance standards are established first and then linked to what teachers must do to
ensure that learning takes place (Kelly, 1977).

Thinking Skills

Thinking is a process of formulating knowledge and understanding which involves mental
activities in the human brain (Isoda & Katagiri, 2012).

Effect

Effect means having power to produce, or producing a desired result (Cruickshank &
Bainer, 1990).
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Attitude

An attitude can be defined as a positive or negative evaluation of people, objects, event,
activities, ideas, or just about anything in environment (Eagly, Alice & Shelly, 1998).
Review of related literature for this study was provided as follows.

Review of Related Literature

Teaching includes an opened-minded plan for helping students meet and acquire learning
outcomes. In the classroom environment, brainstorming is the best way of promoting
logical reasons for the beliefs and dis-beliefs. It also involves sharing knowledges and
experiences, solving problems with understanding. Use of brainstorming, as an
instructional method draws support and direction from the following various learning
theories. Therefore, to be an effective learning environment, a teacher should consider the
learning theories such as cognitive learning theory and constructivism of learning theory.

Cognitive Learning Theory

Cognitive is a learning theory that emphasized in the process which happens inside the
learners. Educational implications of Piaget’s theory were indicated as follows.

Educational Implications of Piaget’s Theory

Piaget’s theories have had a major impact on the theory and practice in education. The
educational implications of Piaget’s Theory are as follows.

(1) A focus on the process of children’s thinking, not just its products; In addition to
checking the correctness of students’ answers, teachers should understand the
processes students use to get to the answers.

(2) Recognition of the crucial role of students’ self-initiated, active involvement in
learning activities: Instead of teaching didactically, teachers provide a variety of
learning activities that permit students to act directly on the teaching learning
process.

(3) Acceptance of individual differences in developmental progress; Piaget’s theory
assumes that all students go through the same developmental sequence but they do
so at different rates (Schunk, 2012).

Therefore, teachers should make a special effort to arrange learning activities for
individuals and small groups of students. Learning a concept requires two cognitive
processes such as generalization and discrimination. Generalization is a cognitive process
by which includes generalities from particular examples. Gradually, the student learns to
discriminate between examples of the concept and nonexamples that may share some
features with the concept. Thus, learning as knowledge construction, based on the idea that
learning occurs when a learner actively constructs a knowledge representation in working
memory.

Constructivism of Learning Theory

Constructivism is a theory of learning based on the data that knowledge is constructed by
the knower based on mental activity. The theory suggests that humans construct
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knowledge and meaning from their experiences. Constructivism also has influence
educational thinking about curriculum and instruction. It underlines the emphasis on the
integrated curriculum in which students study a topic from multiple perspectives (Schunk,
2012).

Curriculum: Content and Development

The term curriculum has come to refer not only to the subject matter or content, but also to
the entire instructional process including materials, equipment, examinations and training
of teachers.

Curriculum Theory

Curriculum has led to curriculum theory. Curriculum theory is concerned with (1) the
underlying ideological and philosophical assumptions of curriculum, (2) the
conceptualization of three main components of curriculum; (a) purpose and content, (b)
instruction, (c) evaluation and (3) curriculum process; (a) systematic curriculum
development, (b) the implementation of curriculum in education and (c) curriculum
evaluation.

Curriculum philosophies

Discussions on the school curriculum reveal different philosophical orientations which
affect the goals, content, methods, and materials of education. Eisner and Vallance (1974)
have distinguished five major orientations.

(a) The school curriculum should develop cognitive processes. The principal function of
the school is not to transmit a predetermined content, but to train children in skills of
enquiry, to develop their cognitive functioning to help them to learn how to learn.

(b) The school curriculum should orient to self-actualization. The curriculum should be
meaningful at the given stage of the child’s growth rather than provide him with
experiences which are useful to him only when he is adult.

(c) The school curriculum should orient to social reconstruction/relevance.This lays
emphasis on the needs of the society which are to be met by educational and curriculum.

(d) The school curriculum should orient to academic rationalism. This emphasizes the
heritage of classical scholarship and a common literacy as the man core and content of the
curriculum.

(e) The school curriculum should lay emphasis on the efficient identification of goals
and means. This orientation sees curriculum as technology or it is instrumental approach
to curriculum.

Essential Components of Curriculum

Three major distinctions are commonly made; all of them are of direct importance to
pedagogy. They are (a) Purposes and content, (b) Instruction, and (c) Evaluation.

South Asian Journal of Management Research 71 Volume — 13, No. 4



Curriculum Processes

The development of a new curriculum, its implementation in a school system and its
periodic evaluation have been recognized as activities that must be carefully planned, and
orchestrated.

Criteria for Selecting Content

Regardless of their curriculum design preferences or their philosophical orientations,
curriculum developers have to apply criteria in choosing curriculum content. The common
criteria are.(1) Self-sufficiency, (2) Significance, (3) Validity, (4) Interest, (5) Utility,(6)
Learnability, and(7) Feasibility (Kelly, 1977).

Curriculum Development Model

Tyler Model: Four Basic Principles

Tyler’s is one of the best known, technical-scientific models. Tyler (1949) mentioned that
those involved in curriculum inquiry must try to define the (1) purpose of the school, (2)

educational experiences related to the purposes, (3) organization of these experiences, and
(4) evaluation of the purposes.
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Figurel Ralph Tylar’s Curriculum Development Model (1949)
Source: Kelly (1977),The Curriculum: Theory and Practice

Method of instruction, or method of teaching refers to a kind of practice for a subject of
certain class level, based on teaching or learning theory, model or principle. Brainstorming
method was indicated as follows.

Brainstorming

Brainstorming is a type of discussion which is useful for problem-solving. During a
brainstorming session, which can be either in the form of class discussion or group
discussion, every participant would be allowed to express his or her opinion on the
discussed issue and provide possible and acceptable solutions for the problems raised.

Brainstorming is usually held in the form of buzz session, whereby several small groups of
pupils would be able to involve themselves in the brainstorming session. Brainstorming
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session usually involves three main stages, i.e., Preliminary stage, Discussion stage, as
well as the Evaluation and Conclusion stage.
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Figure 2 Procedure of Brainstorming Method

Source: Sang (2003), An Education Course for KPLI: Student Development, p. 22.
The research method for this study was provided as follows.

Research Method

Qualitative research method was used in this study. A good qualitative study combines an
in-depth understanding of the particular setting investigated with general theoretical
insights that transcend that particular type of setting (Taylor & Bogdan, 1998).

Research Design

In this study, a case study design and the grounded theory approach was conducted. The
grounded theory approach is a method for discovering theories, concepts, hypotheses, and
propositions directly from data rather than from a priority assumptions, other research, or
existing theoretical frameworks (Taylor & Bogdan, 1998). Analytic induction was
developed as a procedure for verifying theories and propositions based on qualitative data.
The steps involved in analytic induction are:

(1) Develop arough definition of the phenomenon to be explained.

(2) Formulate a hypothesis to explain that phenomenon.

(3) Study one case to see the fit between the case and the hypothesis.

(4) If the hypothesis does not explain the case, either reformulate the hypothesis or
redefine the phenomenon.

(5) Actively search for negative cases to disprove the hypothesis.

(6) When negative cases are encountered, reformulate the hypothesis or redefine the
phenomenon.

(7) Proceed until the hypothesis has been adequately tested (according to some
researchers, until a universal relationship has been established) by examining a broad
range of cases (Taylor & Bogdan, 1998). Figure 3.1 summarizes the version of the
grounded theory approach.
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Figure 3 One version of the grounded theory approach

Source: Taylor and Bogdan (1998), Introduction to Qualitative Research Method; A
Guidebook and Resource, p. 138

Since grounded theory originated in the work of Glaser, Barney and Strauss, Alselm
(1967) its purpose has been to develop theories which are grounded in the data: which fit
the data, which work in practice and are relevant to the researched situation (Glaser,
1982). It does this by using a particular process for analyzing the data.

Population and Sample Size for the Qualitative Study

Qualitative sampling is the process of selecting a small number of individuals for a study
to get the key information (Mills & Gay, 2016). Qualitative researchers generally rely on
the purposive selection of participants (Gay & Airasian, 2003).

In each selected classroom, master students were assigned to the group A and group B. In
each group, 20 students were elicited by using random purposive sampling. Thus, a total
of 40 students participated in the observation and interview guestion. The population and
sample size for the qualitative study was shown in Table 1.
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Table 1. Population and Sample Size for the Qualitative Study

No. Group Population Sample
1 A 26 20
2 B 26 20
Total 52 40

Instruments for the Qualitative Study

Gay and Airasian (2003) stated that observations, interviews, phone calls, personal and
official documents, photographs, recordings, e-mail messages and responses, and informal
observation are all sources of qualitative data. The main instruments to collect data for the
qualitative study are the observation checklist and semi-structured interview question.

Observation Checklist

The aim of observation checklist is to record the inductive/deductive presentations of
contents. The presentations include induction as well as deduction. The observation
checklist was developed by adapting the framework for improving concept formation
behavior (Taylor & Bogdan, 1998). The sign system format, one of the methods of coding
patterns for observing students’ behavior was applied to develop the observation checklist.
In this checklist, the behaviors are divided into five categories of induction or deduction:
(1) curriculum theory, (2) curriculum philosophy, (3) criteria for selecting content, (4)
curriculum process, (5) curriculum development model. The presence or absence of 40
behaviors were observed and recorded at (40 of 8 minutes intervals) and total length of
time for observation was 320 minutes. Among the 40 observed behaviors, the numbers of
20 behaviors were assigned as induction and the left 20 behaviors were assigned as
deduction.

Semi-Structure Interview Questions for Students

The main aim of the semi-structure interview questions for the students was to elicit their
attitudes towards teaching of curriculum development by using brainstorming method.
There were 10 interview questions for students. The questions were divided into three sub-
topics: (1) demographic data for student, (2) Thinking behavior, and attitudes on
brainstorming method. The questions on thinking behavior include three different
categories: (a) induction, (b) deduction, and (c) reflection. Attitudes towards brainstorming
method address four different categories: (1) effect on thinking skills, (2) relevancy with
master students, (3) difficulties in practice, and (4) comments and suggestions.

Data Analysis

The qualitative data got from observation were analyzed through descriptive statistics
(percentage). Gay and Airasian (2003) stated that a very common type of qualitative data
analysis i