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Desirable Advisory Services

ORIGINAL ARTICLE

Effective factors on desirable quality of advisory services
from perspective of students and academic advisors

Background: Academic consultation will help students in
achieving educational goals and success. The aim of this study is to
investigate the factors affecting desirable quality of advisory
services from the perspective of students and academic advisors.
Methods: This study is a cross-sectional study. 25 academic
advisors and 318 students were chosen using convenience
sampling of Neyshabur University of medical sciences. Data were
collected by self-designed questionnaire and analyzed using
descriptive and inferential tests including Mann-Whitney, Kruskal,
Wallis, Chi-Square tests with SPSS software version 16.

Results: In an evaluation of effective factors on quality of advisory
services, "mutual respect between advisors and students" was
determined as a most important factor from the academic advisor's
point of view. However, from the view of the students, "academic
advisor's communication skills" had highest priority.
Conclusions: It is suggested that academic advising can be
improved by holding consultation workshops and training courses,
encouraging advisors for cooperating better, student's awareness
of academic adviser's duties, and mutual respect.
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INTRODUCTION

Guidance and counseling at different educational levels
provide not only appropriate solutions for students'
problems, but also opportunities for personality
development (1). The purpose of academic counseling is
guidance of students in order to achieve educational,
professional, and personal goals (2-4). In the educational
system, guidance and consultation should be started at the
beginning of entrance to university and continued until the
end of the academic, educational period because the
university environment has significant differences from
previous educational environments and students will face
new issues and problems. So, being an academic advisor
beside the students is necessary (5). In order to implement
the consultation program, advisor regulation which
consisted of 36 articles and 14 notes has been adopted at the
ninth session of the supreme council of programming of
medical sciences (6).

The academic advisor who can have an effective role in
solving of educational, research, individual, social, and
welfare problems is considered as a first level of
communication between students and educational system
(7). Hefshe is often a faculty member familiar with all
regulations and guidelines and performs consultation as an
important professional responsibility (8). His/her proficiency
in providing consulting services increases students'
confidence and satisfaction (9). A good relationship between
students and academic advisors leads to not only students'
academic progress and more motivation, but also more
efficiency of the educational system (10-11). In contrast,
inefficient consultation may cause students' stress, insecurity,
frustration and even may cause students to drop out (12 -13).
Unfortunately, the consulting system at Iran universities is
not efficient because of some problems such as advisors' lots
of educational activities, lack of consulting knowledge, and
lack of interest and enough time for this (14). However, the
effect of counseling on academic progress of students has
been demonstrated in various studies (13, 15-17). The results
of one study in Golestan University of Medical Sciences have
also shown that just one quarter of the students are satisfied
with their supervisor and only 40 percents of them are
pleased with their supervisors’ sufficient information
regarding educational and disciplinary rules (7). Adhami et
al. have also reported that the advisors have failed to achieve
a satisfactory status among students (9).

It has been proven that a positive relationship between
academic advisor and student affect student's more academic
progress. Moreover, consulting services can be improved by
exact study of consulting quality in order to prevent
academic failure and its related problems. So, the aim of this
study is to find effective factors on desirable quality of
advisory services from perspective of students and academic
advisors, also they improve the quality of education and
increase students' motivation and academic progress.

METHODS

This study is a cross-sectional study. 25 academic advisors
and 318 students were chosen using convenience sampling.

After obtaining approval from the ethics committee of the
research council of Neyshabur University of medical sciences,
the researcher selected qualified individuals for this study
and insured them about the confidentiality of the
information. ~After obtaining written consent, the
questionnaire was offered to sample group and it was asked
to complete the questionnaires within 24 hours. Data
collection lasted from April to August 2016. Finally, the
results of the study have been offered to faculty authorities
so as to improve the advisory services.

Inclusion criteria for advisors were being an academic
advisor for at least two semesters and having at least ten
students under supervision while for students were having
an academic advisor for at least two semesters and meeting
his/her at least twice, unchanging academic advisor during
the academic education period and not to be a guest student.
The questionnaire involved five sections. These sections are
as follows:

1-The personal information section for advisors consists of
eight items including gender, marital status, age, academic
degree, work experience, type of employment, history of
being academic advisor, and academic rank and for students
consists of seven items including gender, marital status, age,
academic degree, Grade Point Average (GPA), number of
semesters, discipline and place of residence (native, non-
native).

2-The section of quality of consulting services had 34 items
about academic advisor's duties in the field of students'
education, personal, social, and cultural issues, which it is
scaled questions based on a five- points Likert scale (excellent
(1), good (2), neutral (3), poor (4), totally unsatisfactory (5)).
The range of the scores was determined based on the mean
score of 1-5 for each item that higher mean reflected
undesirable quality of advisory services.

3-The section of effective factors on desirable quality of
advisory services had 24 items about advisor attributes such
as the ability of communication and consultation. The
respondents 'options for each item were presented as
strongly agree, agree, neutral, disagree, strongly disagree
with 1-5 score scale. This section was completed jointly by
advisors and students so that the researcher can compare
their opinions. Total mean scores were between 1- 5 that one
was the best score while five was the worst. How much the
mean score was lower, that factor was more effective on
quality of advisory services.

4-The section of advisors' self-assessment about their
activities included 14 items which were based on minimum
basic activities of an academic advisor and the professors
were asked to answer yes/ no questions.

5-The section of views about academic advisor's duties
consisted of 20 items and it is related to the advisors'
opinions about specified tasks. This section had five- points
Likert scale from strongly agree to strongly disagree with the
scoring between1-5. The higher mean score for each item
indicated that academic advisors disagreed with the assigned
task more.

The processes of face and content validities of all sections
were performed byl2 faculty members of nursing and
midwifery school, Mashhad University of Medical Sciences,
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who were not among the subjects under study.

RESULTS

25 academic advisors from Neyshabur University of Medical
Sciences participated in this study. The mean age of the
academic advisors was 34.6 = 7.9 years and the mean work
experience was 8 = 5.87 years. 318 qualified students also
participated and the mean age of the students was 21.6 =
2.5 years and Grade point average of the students was (GPA)
16.6 + 1.27 (Table 1).

In this study, 81.9% of students believed the necessity of
academic advisors in education periods. There was a
significant difference in referring to the academic advisor
with gender, academic degree and being non-native
(P<0.05).

Although advisors' self-assessment demonstrated that 60.9%
of academic advisors have an idea that they performed 75%

of their tasks to the students, the mean score of advisor
evaluation by students was 11.82 = 6.5 of 20.

Academic advisors' opinions about their duties showed that
"consult with appropriate experts to find ways to help
students" had most agreements (1.30 = 0.47), however;
"follow up the students after graduation from the college”
had the most disagreement (1.78 = 0.67) (Table 2).

The quality of consulting services in the perspective of the
students showed that "academic advisor's knowledge about
educational rules and regulations" (2.6 = 1.21) was best
services. Nonetheless, "arrangement of group meetings for
an explanation and educational planning” (3.47 = 1.22) was
mentioned as worse services (Table 3).

Results of Mann-Whitney test showed that there was a
significant difference in comparing between students' and
academic advisors' opinions. (P<<0.05) Both groups
indicated that these factors were more effective on quality of

Table 1. Demographic information of Academic advisors and Students
Academic advisors Students
Category N (%) Category N (%)
Fr e e
Marital status l\i;?il: d 14 9((182)) Marital status l\/slgfil:d ?(l)ggg
Academic degree Msc 20(80) Academic technician 66(21)
PHD 5(20) degree BS 252(79)
Nursing 957 1('2? 6?
ypeot W fresbesidon o)
10(40) Food processsing industry
Medical emergency 66(21)
Academic Rank Assiitn;r:?;’crt(());essor 232((1828)) rlglaingnocfe Prdi?/gtleltiﬁ)ggle igggifg
Table 2. Professors' opinions about academic advisors' tasks
Academic advisors' agreements Expressions Mean+ SD*
Consult with appropriate experts to find ways to help students 1.30+0.47
Necessary career and educational guidance to students 1.34+0.48
familiarizing students with educational, research and disciplinary rules and regulations 1.34+0.48
Regular attendance to consult in announced time table 1.39+0.49
Repeated evaluation of educational status of the students 1.40+0.56
Academic advisors' disagreements Expressions Mean+ SD*
Follow up the students after graduating from the college 1.78+0.67
Introducing the students to the faculty authorities to encourage and remove their weaknesses 1.73+£0.86
Preparing performance report at the end of each semester and submitting to the relevant authorities 1.71£0.68
Signing the registration form and other forms 1.65+0.64
Preparing the students for taking responsibility for the future 1.63£0.57
*Less mean score represents more agreement
* Less mean score represents more disagreement
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Table 3. Students' and advisors' viewpoints about effective factors on quality of advisory services

Expressions

mastery of communication and consultation skills and ability to answer
questions

advisors' attitude toward the discipline

Long history of teaching

Advisors' academic rank

Advisors' executive positions

Relevance of advisors' and students' discipline

Adpvisors' interest in consulting

Academic advisor's communication skills

Proper examples for academic consulting

Providing an opportunity for students to think about personal problems

Motivating students to research and study more

Observance of exact time of consultation at the beginning and the end
of registration and drop and add

Allocating time to answer questions and solve students' problems

Mutual respect between advisor and student

Flexibility in students' behaviors

Recognizing students' name

Proper and mutual communication with student

Advisors' decisiveness and seriousness

Advisors' appearance

Gestures and habitual phrases

Voice and accent of advisor

Observance of Islamic values.

Requiring students to observance of educational regulations

Observance of fairness and ethics standards in relation to students

*Less mean score represents more agreement with the expression

group
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors
students
academic advisors

Mean+ SD*

2.18+1.11
1.26+0.44
2.15+1.06
1.3+0.47
2.25+1.03
2.47+0.79
2.38+1.06
3.04+0.82
2.36+1.04
3.08+1.04
2.06+1.17
1.39+0.65
2.20+1.14
1.17+0.38
2.04+1.17
1.43+0.66
2.11£1.18
1.56+0.58
2.29+1.18
1.52+0.51
2.18+1.16
1.52+0.51
2.36+1.17
1.56+0.5
2.33+1.18
1.43+0.5
2.06+1.08
1.13+£0.34
2.18+1.06
1.78+0.73
2.31£1.15
1.86+0.54
2.16+1.16
1.47+0.59
2.43+1.02
2.30+0.7
2.29+1.02
1.73+0.68
2.30+£1.06
1.78+0.59
2.28+1.11
2.17+0.93
2.12+0.93
3.26+0.62
2.30+1.02
1.65+0.64
2.06+1.09
1.43+0.5

P value

Mann-Whitney

<0.001

<0.001

0.14

0.002

0.001

0.005

<0.001

0.01

0.058

0.002

0.009

0.001

<0.001

<0.001

0.08

0.12

0.006

0.5

0.008

0.02

0.07

0.09

0.002

0.007
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advisory services (Table3). These factors were "mastery of
communication and consultation skills and ability to answer

non

questions”, "advisor's attitude toward the discipline", "taking
time for solving students' problems"," advisors' interest in
consulting”, and "mutual respect between advisors and

students".
DISCUSSION

The results of this study showed advisors' and students'
opinions about effective factors on quality of advisory
services. Nevertheless, there was disagreement in assessment
of the current situation of consultation. In other words,
advisors assessed process of consultation desirable and
higher than moderate level, but students believed the
process of consultation relatively desirable and in the
moderate level. These research findings have been
mentioned in similar studies as well (6, 9, 18, and 19).

In the present study, knowing the rules and regulations and
allocating enough time to consult from the academic advisors
had the highest scores on the quality of services in the
students' viewpoints. Academic advisors have mentioned that
they helped students as much as possible but believed that
they should be more active in this field. In addition, they have
enumerated several reasons for their failure, such as:
numerous educational and research activities, difference in
advisors' and students' discipline, and insufficient knowledge
about the consultation principles. On the other hand, in
various studies, the students enumerated several reasons for
the low quality of advisory services such as: lack of
seriousness, low knowledge about educational rules and
regulations and advisor's tasks and absence of the advisors at
the announced time table (2, 9, and 20).

Most students believed that they would better solve their
educational problems with the guidance of the department
of education and it is not required to meet academic advisors,
also in various studies indicated this finding too (6, 21, 22).
Unavailability of academic advisor, ineffectiveness of
previous consultations and inappropriate guidance were the
main causes of students' unconcern to meet academic
advisors (21, 22).

The results showed that the major activities of academic
advisors were consulted for registration and transfer request
in students' viewpoint. The students did not consider the
academic advisors as a reliable and available source to meet
their needs of consultation. Unfamiliarity of many students
with the campus on arrival, separation from family, lack of
interest in their accepted discipline, incompatibility with
other people in a new living environment and lack of
accommodations caused students to have more expectation
for support and guidance but academic advisors' help were
lowest in personal, familial, occupational and research
problems (6,24,23). Therefore, holding workshops and
training courses about communication and consultation
skills for advisors could improve academic advisors'
performance and students' sense of satisfaction.

Moreover, mutual respect between advisors and students,
which was considered as one of main effective factors on
quality of consulting services makes an environment with
sincere cooperation. However, this factor has been faded out

because of advisors' numerous tasks, unavailability of
advisors and lack of understanding of behavioral
characteristics of both sides.

In this study, advisors and students emphasized the
relevance of the advisor's and a student's discipline. In study
of sum et al. (2012) most students believed the necessity this
as well (8). In both studies, this issue was observed in
paramedical school with different disciplines.

Although advisors compared to students have a more positive
attitude about the process of counseling, advisors' opinions
indicated advisors' dissatisfaction due to lack of support and
appreciation. Academic advisors have stated that they
inclined to be more active in this field. Hence, it is
recommended that advisors' motivation should be boosted
by support and provision of incentives and welfare.

In this study, advisors' interest for consultation, knowledge
of regulations and a range of activities as well as passing
workshops about consultation and communication skills
were the most important factors on consultation from
advisors' point of view. Also, advisors' communication skills,
observance of fairness in relation to students and offering
proper examples for academic consultation were specified as
most factors from students' point of view. Undoubtedly, all
these items can be effective in increasing student satisfaction.
Consequently, it is suggested that advisors' communication
skills should be improved by encouraging advisors to
participate in consultation workshops. Besides, encouraging
advisors for better communication with students, enhancing
the sense of responsibility and social commitment of them as
well as enhancing job satisfaction can help more effective
consultation.

CONCLUSION

This study emphasizes special attention of authorities on the
process of providing consulting services and necessity of use
of advisors' and students' opinions in determining effective
factors on the quality of the consultation. It is also indicated
that the use of the regulatory system within the university,
use of motivated advisors being familiar with counseling
techniques, holding proper workshops, and improving
financial situation and mental status of academic advisors
could enhance the quality of consulting services.

LIMITATION

There were some limitations in this study such as students'
mood due to attending school and hospitals when
responding and same advisors for consultation and teaching.
Consultation of students with each other may also have
effects on answering the questions as well. All these items
were out of control. Moreover, in the study, the advisors and
students may provide incorrect information on the
assumption that expression of the facts might have an impact
on their evaluation because data collection was carried out
using self-reported questionnaire. Therefore, it was trying to
explain students and academic advisors that all information
will remain confidential and without name.
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