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1 INTRODUCTION

Internationalisation is a growing trend which affects people’s lives in many ways. Its

importance has increased also in the educational field. During the previous decade the

internationalisation of higher education has experienced a considerable upswing and

as a consequence international degree programmes instructed in English have become

more and more common in higher education institutions around Europe (Maiworm &

Wächter 2002, 17). As a student of an English degree programme I find the issue very

interesting and therefore decided to study it further. As Grönfors (1982, 40) points out,

one of the most important factors when choosing a subject or a research problem is the

researcher’s personal interest towards a certain issue or a target group. Degree pro-

grammes taught in English have been the subject of some studies both internationally

and in Finland. These studies offered theoretical background to the matter and helped

in developing the research questions for this thesis.

After considering the resources available for the thesis it was decided that this re-

search would focus on the Degree Programme in Facility Management and Consumer

Communication. The programme is offered by Jyväskylä University of Applied Sci-

ences, the School of Tourism and Services Management, which is also the consignor

of the study. The fact that this thesis would benefit the school increased the motivation

to pursue this study. As a fourth year student of this programme, with a lot of experi-

ence and knowledge about it, it was quite easy to choose a topic and a viewpoint to the

matter. The purpose of this thesis was to find out what it is like to study in an English

degree programme. The subject was examined from the students’ perspective, through

their expectations and experiences about the programme. The research questions were

defined as follows: What kinds of expectations do the students have concerning study-

ing in an English language degree programme and how does the reality correspond

with these expectations? What kinds of advantages and disadvantages are related to

studying in an English language degree programme?

The research method used was a semi-structured interview. Eight third and fourth year

students studying in the Degree Programme of Facility Management and Consumer

Communication were interviewed for the survey. The answers to the research ques-

tions are based on the material gathered from these interviews and on the theoretical

background.
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The thesis begins with a theoretical part which presents general information about

English-Language degree programmes in Europe and in Finland, and also introduces

the degree programme in Facility Management and Consumer Communication.

Secondly, previous research findings about English degree programmes both in

Europe and in Finland are presented. Thirdly, the concepts of service, service quality

and quality in education are discussed thoroughly. The second part of the thesis con-

sists of the empirical part of the study, including the research methods used and the

results of the study. To sum up the report, the central research results are presented

and discussed with respect to the theory.
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2 ENGLISH-LANGUAGE-TAUGHT DEGREE PROGRAMMES

2.1 English degree programmes in European Higher Education

Internationalisation of higher education has increased its importance remarkably in re-

cent history. Traditionally internationalisation in the academic world has been more or

less equivalent with the mobility of students and professors. In the 1990’s internation-

alisation became more and more important and new forms of international activity

emerged. These included for example the internationalisation of the curriculum and

the use of new information and communication technologies. One of the new forms of

internationalisation are higher-education programmes taught in English in countries

where English is not the native language. (Maiworm & Wächter 2002, 17.) In order to

facilitate this development school practices have to become more flexible and the

needs of individual students have to be taken into consideration better (Hirvi 1994, 4).

The phenomenon of English-Language-Taught Degree Programmes (later referred as

ELTDP) has been much discussed, but due to the lack of a systematic overview of

these programmes the Academic Cooperation Association (ACA) in collaboration

with the Gesellschaft für Empirische Studien (GES) prepared a study in 2002 that was

devoted to English-Language-Taught Degree Programmes provided by European

higher education institutions in countries where English is not the ‘natural’ medium of

instruction. The study covers those higher education institutions which were awarded

an ‘Erasmus Institutional Contract’ in 2000/2001. This includes universities and col-

leges in all EU countries except Ireland and the United Kingdom, and Luxemburg,

and all countries belonging to EFTA (European Free Trade Association) except

Liechtenstein. In addition the Czech Republic, Hungary, Poland and Slovakia were in-

cluded in the study. The study covers programmes taught entirely and partly (min.

25%) in English. (Maiworm & Wächter 2002, 9–10.)

According to the research, in 2002 there were 725 ELTDPs offered by higher educa-

tion institutions that participated in the study. Germany has the most (180) followed

by the Netherlands (115) and Finland (85). Iceland, Spain, Slovakia, Austria and

Greece all have fewer than 10 ELTDPs, Portugal has none. When the number of ELT-

DPs is measured against the overall number of degree programmes offered in a certain

country, the average proportion of ELTDPs ranges between two to four per cent. The
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Netherlands has the highest proportion, followed by Denmark, Belgium and Finland.

All southern European countries are at the bottom of the list. (Maiworm & Wächter

2002, 27–28.)

The number of ELTDP students in Europe is roughly 28 000. In relation to the overall

number of students enrolled, this represents an average proportion of 0.47 % (optim-

istic scenario) or 0.22 % (pessimistic scenario). According to the study there are about

5000 ELTDP students in Finland, which is from 2.05 % to 2.61 % of all students

studying in Finland (the per cents represent a pessimistic and an optimistic scenario

respectively). Switzerland, the Netherlands and Hungary are next on the list. In the av-

erage ranking of individual countries as providers of ELTDPs Finland ranks as num-

ber one followed by the Netherlands and Czech Republic. Three indicators were used

in calculating the sum of each country’s rank: a) Institutions offering ELTDPs b) De-

gree Programmes taught in English and c) Enrolment of students in ELTDPs.

(Maiworm & Wächter 2002, 29-31.)

2.2 English degree programmes in Finnish Universities of Applied Sciences

Universities of applied sciences (Ammattikorkeakoulu, AMK in Finnish) were previ-

ously known by the name polytechnic in Finland. The Rectors’ Conference of Finnish

Universities of Applied Sciences (Ammattikorkeakoulujen rehtorineuvosto; ARENE

Ry in Finnish) decided in its meeting on the 9th of December 2005 to recommend that

the English name of AMK institutions in Finland would be university of applied sci-

ences instead of polytechnic (ARENE Ry 2006). In this thesis only the term university

of applied sciences is used, even though the term polytechnic is used in some of the

reference material. According to the Ministry of Education (2006) universities of ap-

plied sciences are multidisciplinary and regional by nature and regional development

and connections with working life are emphasized in their operations. They train pro-

fessionals in response to the labour market needs and conduct research and develop-

ment which supports instruction and promotes regional development.

The system of universities of applied sciences is still quite new. The first schools star-

ted to operate on a trial basis in 1991 1992, and the first university of applied sciences

was made permanent in 1996. By the year 2000 all universities of applied sciences
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were working on a permanent basis. The number of young and mature university of

applied sciences students is 130,000. Universities of applied sciences award over

20,000 Bachelor’s degrees and 200 Master’s degrees annually. The system of higher

degrees was put in place after a trial period in 2005 and the number of Master's pro-

grammes in universities of applied sciences is expected to grow in the future. (Poly-

technic education in Finland 2006.)

Internationalisation has been an essential part of the operations of universities of ap-

plied sciences in Finland from the beginning of their existence (Kantola & Panhelain-

en 1998, 7). The number of programmes taught through a foreign language has been

growing rapidly during the last years in Finland and this development has been sup-

ported financially by the Ministry of Education (Hämäläinen 1999, 3). The pro-

gramme for Development of International Activities in Higher Education was formu-

lated by the Ministry of Education in 1987. It included recommendations for improv-

ing the opportunities of students to participate in international student exchange. It

also recommended that study modules taught through foreign languages should be fur-

ther developed in order to attract more foreign students since reciprocity is one of the

preconditions of student exchange. Active promotion of international cooperation and

increasing interaction were stated as the priorities of the development of the educa-

tional system in the 1990s. (Tella, Räsänen & Vähäpassi 1999, 6.) According to the

Higher Education Policy in Finland (2000, 22) international cooperation is to be in-

tensified at all levels of education and approximately every third higher education stu-

dent is expected to take part of his/her degree abroad.

At the moment in Finland there are 29 universities of applied sciences in the sector of

Ministry of Education. Seven of them are run by local authorities, 11 by municipal

education consortia and 11 by private organisations. In addition there is also Åland

University of Applied Sciences in the Province of Åland and a Police College which is

subordinate to the Ministry of the Interior. The universities of applied sciences offer

studies in the following fields: Humanities and education, Culture, Social sciences,

Business and administration, Natural resources and the environment, Technology,

Communication and transport, Natural sciences, Social services, health and sport, and

Tourism, catering and domestic services. (Ammattikorkeakoulut 2006.) According to

the AMKOTA-database maintained by the Ministry of Education, there are about 670

different study programmes in Finland that offer a bachelor’s degree to students. The
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majority of the studies are offered in Finnish but there are also degree programmes

offered in Swedish, English and German. There are 77 English degree programmes

offered by universities of applied sciences in 2006 (bachelor level). The field of Busi-

ness and administration offers 30, Social services, health and sport 19, Technology,

communication and transport 18, and Tourism, catering and domestic services 8. Both

Culture and Natural resources and the environment offer one degree programme

taught in English. (Ammattikorkeakoulujen koulutusohjelmat 2006.)

2.3 English degree programmes in Jyväskylä University of Applied Sciences

Jyväskylä University of Applied Sciences (JAMK) is one of the most popular uni-

versities of applied sciences in Finland. The school has over 30 study programmes in

seven different fields of study, and it provides education for almost 7,500 students.

The study units are School of Cultural Studies, School of Business Administration,

School of Engineering and Technology, School of Information Technology, School of

Natural Resources, School of Health and Social Studies, and School of Tourism and

Services Management. The school offers also vocational teacher education. In addi-

tion to degree-awarding education, JAMK offers continuing education, as well as re-

search and development services, for trade and industry. The university’s strengths in-

clude workplace-driven learning, vocationally oriented higher education, several

second-cycle polytechnic degrees, strong international orientation, close cooperation

with working life and business, and a high employment rate. (E-Study Guide 2006–

2007, 2006.)

Jyväskylä University of Applied Sciences has a strong international orientation. The

school offers students the opportunity to deepen and extend their professional, cultural

and language skills during their studies in a multicultural learning environment either

in Finland or abroad. The opportunity of internationalization at home is provided by

the Finnish students and staff together with international degree and exchange stu-

dents, guests and lecturers from outside Finland. The students can complete part of

their degree studies outside Finland. The extensive partner network of JAMK makes it

possible for the students to choose a destination from among several European coun-

tries, or Latin America, Asia, Australia, and Africa. Every year  200 to 300 students

take the opportunity to extend their know-how abroad, either through studies and/or
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practical training. Accordingly, the same annual amount of international students

come to study in JAMK bringing their own international perspective to the

university’s learning environment. JAMK offers five degree programmes that are

taught entirely in English. These degree programmes offer an opportunity for interna-

tionalization and contacts with various cultures, as well as developing language skills.

About one third of the students in these programmes are non-Finnish. The internation-

al degree programmes are:

Degree Programme in Music Management, School of Cultural studies, 270

ECTS

Degree Programme in International Business, School of  Business, 210 ECTS

Degree Programme in Logistics Engineering, School of Engineering and Tech-

nology, 240 ECTS

Degree Programme in Nursing, School of Health and Social Studies, 210

ECTS

Degree Programme in Facility Management, School of Tourism and Services

Management, 240 ECTS. (E-Study Guide 2006–2007, 2006.)

2.4 Degree Programme in Facility Management and Consumer Communication

The Degree Programme in Facility Management and Consumer Communication

(FMCC) is a four –year (240 ECTS) programme offered by the School of Tourism and

Services Management of Jyväskylä University of Applied Sciences. The annual intake

of students is 20. The students who started their studies in the Academic year 2003–

2004 were able to choose from two specialisation lines, Facility Management and

Consumer Communication. Since the autumn 2004 Facility Management has been the

only study area, and the name of the degree programme was changed to a Degree Pro-

gramme in Facility Management. In this thesis the old degree name and curriculum,

including both Facility Management and Consumer Communication, are used as a

basis because the majority of the respondents participating in the study have studied

according to the old curriculum.

The Degree Programme in Facility Management and Consumer Communication trains

the students to be professionals for executive and consulting jobs in the supporting
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activities of companies and organisations, as well as professionals of communication,

i.e. of facilities and consumer services. The students will acquire practical know-how

of facility and consumer services, basic business activities and tourism and hospitality.

The studies comprise basic studies (52.5 ECTS), professional studies (127.5 ECTS),

elective studies (15 ECTS), an internship (30 ECTS) and a diploma project (15

ECTS). The basic studies will orientate the students to studying and provide tools for

it. They include orientation studies, language and communication studies and other

basic studies such as job orientation, nutrition, ergonomics and cross cultural aspects

of tourism and hospitality, to mention but a few. Professional studies are different for

consumer communication and facility management students, and tourism and hospital-

ity acts as an interface between these two lines of specialisation. In the first stage of

the learning process the students will get acquainted with different operations in the

field, as well as with the basics of the subject field. The emphasis is on understanding

the main characteristics and activities of the fields. In the second stage the students

will get acquainted with developing, planning, and managing of the operational level

of activities. The central areas of learning include membership of the learning organ-

isation, team and project work, and creativity. In the third and fourth stages the main

emphasis lies on practical applications of management, strategic development and

product development of services. The students will get acquainted with research work

and organisational cooperation. The students are expected to participate in the second

year studies provided by Hanzehogeschool in Groningen, Holland. The studies are not

provided by Jyväskylä University of Applied Sciences. Elective studies give the stu-

dents an opportunity to deepen and extend their knowledge and know-how. The in-

ternship i.e. work placement takes place after the second year, in a field related organ-

isation. It is recommended that the internship is done abroad. The aim of the place-

ment is that the students will develop an insight into the organisation’s work routines

and into the knowledge and skills needed in them. The diploma project or Bachelor’s

Thesis will train the students for investigation, critical work, and creative thinking,

also giving them opportunities for realising concrete development plans within the in-

dustry. The students may include credits done in Finnish in their degrees for certain

reasons. The maximum number is 15 ECTS and such credits should strongly support

the core content of the degree. (Handbook for international students 2003–2004,

2003.)
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3 PREVIOUS RESEARCH FINDINGS ABOUT ENGLISH-LANGUAGE DEGREE

PROGRAMMES

3.1 General characteristics of ELTDPs in Europe

According to the study of the Academic Cooperation Association (2002) some general

characteristics can be distinguished in ELTDPs in Europe. In the following part some

of these are discussed in more detail.

Subject areas: The research showed that almost half of all ELTDPs are offered only

in two subject areas; management studies/business administration (24 %) and engin-

eering (22 %). Other disciplines with a share of 5-10 % are social sciences (8 %),

mathematics/informatics (8 %), natural sciences (6 %), medical sciences (6 %) and ag-

riculture (5 %). Other disciplines remain under five per cent. However, there is no dis-

cipline, and probably hardly any specialisation, which is not available as an ELTDP

somewhere in Europe. (Maiworm & Wächter 2002, 53.) Finnish Universities of Ap-

plied Sciences offer ELTDPs in various fields. The field of Business and administra-

tion accounts for the highest number (30) followed by Social services, health and sport

(19), Technology, communication and transport (18), and Tourism, catering and do-

mestic services (8). Both Culture and Natural resources and the environment offer one

degree programme taught in English. (Ammattikorkeakoulujen koulutusohjelmat

2006.)

Degrees: Most ELTDPs are predominantly postgraduate programmes; 68 % provide a

second-cycle degree i.e. a Master’s Degree or an equivalent qualification while 25 %

provide a first-cycle degree i.e. a Bachelor’s Degree or an equivalent. Five per cent

provide the opportunity to earn both a Bachelor’s and a Master’s degree, and the re-

maining two per cent award other degrees, such as a Ph.D. or a certificate. The level

of the degree depends strongly on the type of the higher education institution offering

them. The majority of non-university institutions provide ELTDPs leading to a Bach-

elor’s Degree (52 %) while the corresponding proportion among the universities is

rather low (10 %). However, the number of non-university institutions offering

second-cycle degrees is surprisingly high (45 %). A considerable number of non-uni-

versity institutions used the ELTDPs to widen the range of offers to what is commonly
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perceived as “university level”. (Maiworm & Wächter 2002, 57–58.) In Finland, the

non-university institutions i.e. universities of applied sciences offer almost exclusively

first-cycle ELTDPs. At the moment there are only two ELTDPs offering a Master’s

Degree (Ammattikorkeakoulujen koulutusohjelmat 2006.)

The duration and admission requirements: The duration of ELTDPs ranges

between one and six years depending mainly on the type of the degree offered. The

duration comes very close to the duration of the corresponding domestic language de-

gree. Therefore achieving a Bachelor’s Degree requires on average 3.4 years of study

and achieving a Master’s Degree a further two years. For the majority of ELTDPs

leading to a first-cycle degree (92 %) the minimum educational admission require-

ment is a secondary-school-leaving certificate at advanced level or the general eligib-

ility to enter into higher education. Most second cycle ELTDPs (87 %) require an un-

dergraduate degree for admission. Only about 10 % of second-cycle ELTDPs accept

secondary school leavers directly. In addition to the standard educational admission

requirements, almost all programme coordinators have additional requirements for

entry: 68 % require a Test of English as a Foreign Language (TOEFL), 44 % require

an entrance examination test, 22 % demand “extraordinary disciplinary, artistic or in-

tellectual potential”, 18 % demand professional work experience and 12 % require an

extraordinary personal and social potential. These extra admission requirements differ

substantially between countries (Maiworm & Wächter 2002, 58-60.)

Characteristics of the curriculum: English as a medium of instruction, ELTDP cur-

ricula is characterised by further features typical for these modern and international-

ised programmes: 94 % of Programme Coordinators claim that their ELTDP has an

“international dimension”, 85 % use a credit system, 74 % of ELTDPs provide lan-

guage training, 66 % of curricula are based on a modular structure, 60 % of pro-

grammes include a study period abroad, 50 % include an internship or work placement

and 33 % of Programme Coordinators report the offer of courses aimed at bringing the

students to a homogenous academic level. The international dimension of ELTDPs

can be justified by the following issues. According to programme coordinators: Most

(79 %) ELTDPs award an internationally recognised type of a degree, such as Bachel-

or or Master. Half of the ELTDPs prepare the students for international employment

and careers and also half of the programmes are on international subject matter, e.g.

International Relations. 45 % of curricula address cross-cultural communication issues
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and provide training in intercultural skills, and 42 % extend traditional subjects by

means of an internationally comparative approach (Maiworm & Wächter 2002, 66–

67.)

3.2 Benefits of studying in an ELTDP

Studying in an English degree programme has its problems, but there are also many

benefits for the students. One of the most important of them is often considered to be

the language aspect; the students’ language skills, both written and verbal, improve

during the studies. The students learn to use the language in new ways and naturally

they gain a lot of new vocabulary and specialized language skills through their studies.

According to Räsänen (1999, 24) content delivery through a foreign language is seen

as an important factor in facilitating target language learning. Another benefit con-

cerning the language is that the learning tasks are authentic and relevant both for the

content and for the language. The role of the language will be dealt with more closely

in chapter 3.5.

Internationalisation is clearly a benefit for the students and one of the reasons why

these kinds of programmes were originally established (See e.g. Maiworm & Wächter

2000, 17; Tella et al. 1999, 6–7). Many international students do either an exchange

period or a practical training, or both, abroad. International student exchange offers a

lot of benefits for the students. It gives the opportunity to study courses and contents

that are not available in the students’ own institutions. Sometimes the teaching abroad

can be of a higher level than in Finland. Employers appreciate experience from

abroad, thus an exchange period abroad may prove beneficial for the students when

they enter the labor market. Studying abroad offers the students a chance to enrich

their world view by learning from other culture. This has an influence on the develop-

ment of the students’ personality and accordingly to their later careers. (Kantola &

Panhelainen 1998, 27–28.)

International degree programmes offer the students a great multicultural environment

in which the students are able to meet people from different cultures, and learn from

each other. According to Kantola and Panhelainen (1998, 29) Finnish students, who

study in international degree programmes, value the fact that foreign students partici-
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pate in these programmes. When there are foreign students involved it is natural that

the teaching has to be done in the foreign language. Without the presence of foreign

students, Finnish students find it a bit weird to study through a foreign language guid-

ed by a Finnish teacher. According to the research of Maiworm & Wächter (2002) the

percentage of foreign students enrolled in the universities and colleges in Europe is

still fairly low, 6.8. In Finland the percentage is even lower, 3.9. According to the

study, the fact that Finland is among the more advanced countries regarding the intro-

duction of ELTDPs is seen as a means to counter-balance the effects of a particular

competitive disadvantage, i.e. the rarely spoken language. The language issue, in part,

explains the low number of foreign students in Finland. (Maiworm & Wächter 2002,

45.)

Vartiainen (2000) studied the experiences of international nursing students in her

Bachelor’s Thesis. The study aimed at exploring and interpreting the students’ experi-

ences with the means of qualitative research, attempting to find out how they experi-

ence their education and what is of significance for them in it. Students from five dif-

ferent universities of applied sciences participated in the study by writing an essay ti-

tled: “What is it like to be an international nursing student in Finland?” The infor-

mants were given the freedom to decide what they wanted to discuss about in their es-

says. According to study international nursing students studying through a foreign lan-

guage (English) see that their education improves their personal and professional re-

sources in terms of language skills, cultural skills, cultural experiences and under-

standing, preparation for internationalization, and coping skills for working abroad.

The most important benefit of international studies was considered to be clinical

placements abroad. Nursing students are motivated to gain good language skills for

their profession, and pay a lot of attention to the language and its role in the education.

The foreign language used in teaching distinguishes the students from other nurse stu-

dents, and the participants feel that the language skills gained through education give

them better opportunities in the future. International nursing students have a high mo-

tivation to study through a foreign language and the students have a bright inside to

their future as care professionals. (Vartiainen 2000, 57–60.)
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3.3 Problem areas among ELTDPs

Räsänen (1999, 23) points out that evaluating programmes taught through a foreign

language (FL) is very difficult because there are many factors involved and issues to

be addressed in each individual situation. In addition there are in each case both sub-

ject specialist areas and language and communication involved, and finding the bal-

ance can be problematic. There are some research findings, both Finnish and interna-

tional, about the potential problems among the participants in the foreign language

(FL)-medium teaching and learning process. Räsänen (1999, 23) summarizes them in

the following way:

1) Mismatch between the aims, implementation forms, and expectations

2) Mismatch between the pedagogical approach and learner beliefs and experi-

ences

3) Mismatch between learner skills and requirements

4) Inadequate language proficiency of teachers

5) Lack of collegial co-operation and administrative support

6) Unsatisfactory information flow within the institution

7) Disregard of cultural issues

8) Lack of training and development

9) Lack or inadequacy of available support systems

Similar findings to those mentioned by Räsänen (1999, 23) concerning problem areas

were found in Vartiainen’s (2000) study. The students expressed a need for teachers

with sufficient language proficiencies; many groups lacked native teachers who are

linguistically capable of teaching through English satisfactorily. Some students were

concerned about gaps in their professional skills that inadequacies in the standards of

education may produce, and stated that more responsibility should be required from

those who are planning and setting up international groups. Some respondents even

questioned the educational standards of international education. The results implied

that the inadequacies in the practical implementation of the education severely influ-

ence the students’ motivation, also having an impact on their perceptions about their

studies and professional competence. One problem brought into attention by the study

was that the students feel somewhat alone with their problems. This is due to the al-
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tered role of studying which has lead to an increase in self-studying and need for more

independence. (Vartiainen 2000, 57–60.) Inadequacy of available support systems was

also mentioned as a problem by Räsänen (1999, 23). Other problems that came up in

Vartiainen’s (2000, 55) study were difficulties in the information flow, difficulties de-

riving from planning and implementation of the curriculum and the programme, expe-

riences in false expectations about the programme and difficulties in practical place-

ment.

Nahan-Suomela’s (2001) survey deals with the attitudes teachers and students have to-

wards teaching the subject matter in English and also towards the International Busi-

ness Degree Programme at Vaasa University of Applied Sciences. The results were

obtained through open-ended questionnaires to teachers and students, lesson observa-

tions, discussions between the researcher, the content teacher and the students of the

course. Personal and focus group interviews were also conducted with some of the

teachers. The results showed that some students would have hoped the programme to

be more international like it was promised when the students applied to the pro-

gramme. The teachers’ command of English varied from excellent to bad, and stu-

dents expressed the need for teachers with better language skills. Most of the students

also hoped to have more native English teachers. Some of the teachers were con-

sidered to be exceptionally good and efficient in their specialising subjects and others

were not qualified to teach at all. However, most of the teachers who participated in

the survey evaluated their own work quite high as they estimated that the students

were somewhat satisfied with the job they were doing. The survey also showed that

the majority of the students was not satisfied with the traditional teaching methods

used and the order of the courses offered. According to the survey, the overall opinion

about the programme was that it is considered to be good and it should be kept run-

ning. The teachers felt that internationally oriented students are needed. Many issues,

such as problems regarding language skills, communicative skills, and social skills

were shared both by the teachers and the students.

3.4 Previous studies about the FMCC programme

The Degree Programme of Facility Management and Consumer Communication has

been the subject of research in a couple of occasions, and some problem areas have
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been identified by these studies. Munaita (2002) studied the students’ experiences in

the programme and Galambosi’s (2002) thesis concentrated on the contents update of

the degree programme’s website. Piraux and Leppänen (2004) studied the role of

communication within the programme. Communication was also the subject of Bee-

nen’s (2002) study.

According to the results of Munaita’s (2002) thesis, the majority of the students were

not satisfied with the degree name compared with the studied subjects. It was also

mentioned that the study programme did not offer in depth studies, particularly con-

sumer studies. The students were not satisfied with the fact that they gained little

knowledge from many areas, mainly consumer studies, facility management studies

and tourisms studies. The majority did not see a link between these subject areas and

stated that a complete separation of the three study areas would be more successful in

the future. 70 % of the respondents also recognized a gap between the name of the

programme and the contents. Similarly to Vartiainen’s (2000) study, many students

also had problems with their practical placement, including difficulties in finding a

place or ending up with a placement not suitable for them. One of the most important

issues arising from Munaita’s research was that the proper definition of the degree

which corresponds to the studies offered is of highest importance in order to eliminate

misunderstandings among the students.

The thesis of Piraux and Leppänen (2004) aimed at pointing out the main problems re-

lated to communication within the degree programme and analyzing the communica-

tion methods and channels adopted by the students and staff. The results showed that

the students had faced some problems concerning communication. The main commu-

nication channel used within the degree programme was e-mail, which was found effi-

cient by the students because everyone has access to it and it is a fast and easy way to

reach people. However, the study showed that there was a lack of control about send-

ing e-mails; students got too many irrelevant messages and many Finnish e-mails were

confusing to the foreign students. Also some important messages were sometimes un-

noticed by the students because of an unsuitable communication channel.

Galambosi’s (2002) thesis aimed at finding out how the Facility Management and

Consumer Communication website contents should be updated, and how the role of

the Internet within the marketing communications of the degree programme and the

17



school of Tourism and Services Management could be enhanced. The research about

the website content was carried out by first creating a preliminary contents, and based

on that, a questionnaire was prepared and filled in by some German students as well as

Facility Management and Consumer Communication (FMCC) students. The results

indicated that potential and new FMCC students were relying on incomplete and par-

tially misleading information. Out of 11 contents that were considered most important

by the students participating in the study only two were found on the current website.

Updating the website and using it in the marketing of the programme would result in

better-informed applicants with higher commitment and motivation to their studies.

The biggest obstacle in the effective use of the Internet in marketing communications

was the low quality of contents and the inadequacy of the information for the stake-

holders of the School of Tourism and Services Management. With proper contents the

website could be exploited better for expanding existing international co-operation

and creating new contacts.

Beenen’s (2002) study was conducted in order to improve the communication be-

tween the school and the students of the Degree Programme in Facility Management

and Consumer Communication. She concentrated on the communication process that

takes place before, after, and especially during the exchange periods and work place-

ments abroad. The results showed that the main communication problems the students

faced were overlapping information, wrong timing of information, difficult access to

information when abroad and a lack of tutoring when staying abroad. International

students who do not speak Finnish had problems because a lot of the information was

delivered only in Finnish. Overall the students wanted more information about work

practices abroad, studying abroad and other practical matters about living abroad.

However, the students had positive opinions on the degree programme in general, and

they thought that the communication between the teachers, staff and students was

working well when the students were in Jyväskylä.

3.5 The role of the language in ELTDPs

Teaching and learning in a foreign language (FL) is the object of considerable discus-

sion and concern. In the survey of ACA (2002) institutions were asked to indicate the

relative importance of nine possible problems concerning language problems. Diffi-
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culties of domestic students with English were rated as least important out of  nine po-

tential problem areas; 6 % of Finnish institutions saw this as a significant problem.

Difficulties of foreign students with English were rated as of medium importance. In

Finland 38 % of institutions considered the English language skills of foreign students

to be insufficient. Insufficient English language proficiency of teaching staff was seen

as a significant difficulty by 21 % of the Finnish institutions participating in the sur-

vey. The most serious problem according to the survey was the problems foreign stu-

dents have with the domestic language. This highlights the important fact that teach-

ing in English does not do away the language barrier of the host country. (Maiworm &

Wächter 2002, 93–96.)

According to the study, in most cases problems with the English language concern a

minority of the students only. In ELTDPs English is not a subject of study in its own

right. The language is regarded as a tool, which must be mastered at a level where it

does not interfere with the process of understanding and learning. The communication

going on in ELTDP classrooms might often offend the ear of linguists, but is mostly

fit for its purpose. (Maiworm & Wächter 2002, 96.)

The language requirements concerning higher education in Finland are relatively gen-

erally stated. Most often the requirements are something like “adequate skills” or “suf-

ficient skills needed in the profession or in the studies”. Therefore it is the institution

and department whose task is to specify what “adequate” and “sufficient” might mean

from the point of view of the subject matter, degree, and professional image in ques-

tion. So far it is quite rare that the aims of the development of FL proficiency of either

higher education teaching staff or students involved in Teaching Through Foreign

Language (TTFL) instruction are specified in detail. However, the increased use of FL

is likely to contribute to this development. International research indicates that al-

though FL fluency may be greatly improved by increased experience, FL accuracy –

which might be required e.g. in writing and in the pronunciation of professional ter-

minology– does not seem to improve sufficiently through mere exposure to the for-

eign language if conscious attention is not involved. In order to achieve sufficient ac-

curacy, there has to be specified aims for the language to be learnt, and measures must

be taken to achieve these aims. (Räsänen 1999, 18.)
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Content based language teaching has three major aims: content mastery, language de-

velopment and the development of the learner’s thinking skills / academic skills. Fo-

cus on the academic skills means systematic development of e.g. learning strategies

and other cognitive and metacognitive skills that are necessary for academic achieve-

ment in all levels of education. (Räsänen 1994, 20.) According to Räsänen (1999) the

research into the practice and research of teaching content through a foreign language

indicates that the solutions used in teaching vary very much according to the teaching

situation and context in which the instruction is given. Perhaps the only area in which

there is a consensus concerning the different approaches and solutions of teaching

content through a foreign language is that the ultimate aim is for both content learning

and language learning to take place during the educational process. Language profi-

ciency is developed through a continuous interaction between knowing about lan-

guage and how it operates as the mediator of the subject matter in question (declarat-

ive knowledge) and knowing how to use the language for one’s own purposes in rel-

evant and meaningful situations (procedural knowledge). The curriculum is imple-

mented in such a way that the learners are able to develop their language knowledge

and skills to the level required by the content in question and potentially also by their

future use of the content. Since functional or communicative proficiency in the target

language is the most typical aim for FL-medium programmes, the implementation in

practice usually means adopting a learner-centred approach with individualised aims-

setting and interactive methodology. This is particularly relevant for multilingual and

multicultural contexts. (Räsänen 1999, 16–17.)

Adamson (1993, 105–114) identified some basic abilities that students must posses in

order to learn efficiently through a foreign language. These are needed in content-

based learning and they are: 1) the ability to reach a basic understanding of content

material by using a combination of linguistic, pragmatic, and background knowledge,

2) the ability to use appropriate strategies to enhance knowledge of the content materi-

al, and 3) the ability to use appropriate strategies in order to complete academic as-

signments without full understanding of the content material. Hence, academic com-

petence amounts to possessing a critical mass of understanding and appropriate

strategies. Adamson also suggests that the necessary prerequisite knowledge that one

must posses when learning through a foreign language can be divided into five cat-

egories:
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1) Universal pragmatic knowledge (includes basic-level concepts, idea schemas,

understanding the nature of rational behaviour)

2) Language proficiency (needed for e.g. academic reading, note-taking, speaking

in class, using appropriate speaking styles in different situations, taking exams)

3) Background knowledge (includes knowledge of a specific content area, experi-

ence and school scripts. Sometimes background knowledge can compensate

for a low proficiency in the target language.)

4) Higher-order cognitive skills (includes e.g. the ability to reason, disposition to

think critically, ability to solve problems and analyse)

5) Effective study skills and strategies (e.g. for assessment and self-directed

learning, note-taking, reading, studying for tests)

In a TTFL programme the teachers’ language proficiency is a key element. Much

should be done to enhance the general level of language skills of the teaching staff in

these programmes, and especially the discourse skills of their areas of expertise. Also

adequate support systems should be available for the teachers. The teachers them-

selves should be aware of the threats caused by inadequate language skills. If the

teacher feels that s/he does not master the foreign language well enough, s/he might

oversimplify the content matter which can be very harmful for the students. The teach-

ers should also realise that the foreign language is not only a tool but an empowering

mediator between themselves and the students, as well as between the content and re-

spective cultures. The potential and relevance of the foreign language component

should be understood. Language learning aims are not always expressed very expli-

citly in TTFL programmes. Naturally the students’ oral communication skills and self-

confidence in speaking is enhanced by the extensive use of English and e.g. practical

placement abroad, but the second component of good language proficiency, accuracy,

may remain lower than what could be easily achieved in a TTFL programme. More at-

tention to this issue should be paid. (Tella et al. 1999, 66–67.)

3.6 Suggestions for improvement

According to the study of the ACA (2002) Institutions need more ELTDPs because

they are a means to secure the research base of an institution and they help to sharpen

the profile of the institution. ELTDPs build and reinforce commitment in other areas
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of internationalisation. They can/should be introduced alongside other educational in-

novations e.g. new degree structures. They have the potential to increase an institu-

tion’s range and quality of services through the growing demands of discerning cus-

tomers. They also have the potential to improve the quality of teaching by forcing

teachers to improve their language skills and making their teaching styles more versat-

ile. (Maiworm & Wächter 2002, 122.)

Institutions need a strategic approach to ELTDPs. Institutions have to develop an

institution-wide policy concerning ELTDPs, and a strategy to implement it. This

should address the following issues: an analysis of the market/demand for the various

offers they provide, an analysis of the strengths and weaknesses on the market. A

definition of success indicators and performance should be measured against these in-

dicators. The institutions must also be ready to close down unsuccessful programmes.

(Maiworm & Wächter 2002, 122–123.)

ELTDPs require more targeted marketing than what is happening today. Institu-

tions must first decide which student target audience they want to attract. Do they

want to e.g. attract the largest number of students possible, or go for a more selective

approach? Do they want only foreign or also domestic students? From which parts of

the world? (Maiworm & Wächter 2002, 123.)

ELTDPs should target the best students possible. The researchers advise a quality

approach for the institutions. A selective admissions policy will help to raise the pro-

file of European higher education as a top-quality provider, attract highly-skilled hu-

man resources to Europe and secure the research base of universities by attracting fu-

ture Ph.D. candidates and young scientists. (Maiworm & Wächter 2002, 123–124.)

Students should be selected carefully, supported by standard admission instru-

ments. Therefore institutions should keep in mind views both to English-language

proficiency and content knowledge. They should organise examinations and inter-

views for promising candidates from the basis of paper credentials. They should also

cooperate with the academic institutions of the source countries with which they have

regular contacts. The writers also suggest the development of a standardised European

aptitude test geared to the particular quality requirements of European higher educa-

tion institutions. (Maiworm & Wächter 2002, 124.)
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Teachers should have an advanced knowledge in English. Institutions should test

the English skills of the teaching staff and offer teachers upgrading courses designed

for the task of teaching in English. For teachers with difficulties these courses should

be compulsory. Intercultural communication should be introduced to all teachers. In-

stitutions should hire such candidates who have a good command of English. Visiting

lecturers from English-speaking countries should complement the teaching body.

(Maiworm & Wächter 2002, 125.) Takala (1994) agrees that more formal assessment

of proficiency of teaching in a foreign language would be needed. The teacher needs

to have a sufficient command of the language in order to be able to do a good job in

teaching in a foreign language. A reliable test of proficiency would be useful for indi-

vidual teachers who are thinking of starting to teach in a foreign language. The test

would also be useful for the institutions; they could demonstrate to students and par-

ents etc. that the involved teaching staff possesses the requisite language proficiency.

Furthermore, the test would be useful in the context of e.g. teacher exchange and in

other forms of international contacts in the educational field. (Takala 1994, 47.)

ELTDPs require new and realistic curricula planning. The curricula cannot be

simply the same as in “standard” programmes. The additional workload for the adapt-

ation process and for additional introduction and language courses need to be taken

into consideration. The use of a credit system is helpful to measure student workload.

(Maiworm & Wächter 2002, 126.)

In a national level in Finland, more attention should be paid to the reasons why TTFL

programmes are established. The quantity of the programmes is great but their stand-

ard should be upgraded. Also a clearer distinction between programmes taught in

Finnish and those taught through a foreign language should be made. In most cases

the literal translations from Finnish into the FL neither work well nor produce ad-

equately relevant content. When organising a FL programme more attention should be

paid also to the role, significance and relevance of the foreign language. At the mo-

ment the language component is underrated and the potential of these programmes is

not fully understood. It was also recommended that the Ministry of Education should

contribute to defining the acceptable language proficiency level of teachers teaching

in TTFL programmes, and providing an adequate support system for teacher develop-

ment in this area. It should be understood that even if a teacher is an expert of his/her
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field s/he might not be willing or capable to teach through a foreign language. The ter-

minology used in programmes taught through a foreign language should be recon-

sidered by the Ministry of Education together with school representatives, because

terms and concepts are now used indiscriminately in some of the TTFL programmes

in universities of applied sciences. There should be uniformity within degrees repres-

enting the same field about how work placements are credited. (Tella et al. 1999, 65–

66.)
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4 SERVICE AND EDUCATION QUALITY

4.1 Definition of service

A service is a complicated phenomenon and many definitions of it exist. Kotler and

Armstrong (2004, 276) define service as “Anything that can be offered to a market for

attention, acquisition, use or consumption that might satisfy a want or need.” Four

special service characteristics can be distinguished: intangibility, inseparability, vari-

ability and perishability. Intangibility means that services cannot be seen, felt, tasted,

heard or smelled before they are bought. Inseparability refers to the fact that services

are produced and consumed at the same time and cannot be separated from their pro-

viders, whether the providers are people or machines. Variability means that the qual-

ity of services may vary greatly, depending on who provides them, when, where and

how. Perishability means that services cannot be stored for later use or sale. (Kotler &

Armstrong 2004, 299.)

A similar definition of service was made by Zeithaml, Parasuraman & Berry (1990).

According to them there are three fundamental ways services are different from goods

in terms of how they are produced, consumed and evaluated. Firstly, services are in-

tangible in nature. They are performances and experiences rather than objects, and

precise manufacturing specifications can rarely be set for services. Secondly, services

are heterogeneous: their performance varies according to the producer, customer and

time. Thirdly, the production and consumption of many services are inseparable,

meaning that the service is, at least to some extent, produced and consumed simultan-

eously. (Zeithaml et al. 1990, 15–16.)

Grönroos (2000) points out that although many services include also tangible ele-

ments, e.g. food in a restaurant, the essence of a service is the intangibility of the phe-

nomenon itself. Another element of service used in many definitions is the fact that

services usually do not result in ownership of anything. This is the case, for example,

when using an airline’s or bank’s services. Naturally there are also services that do

result in ownership, such as using the service of a grocery store. Grönroos describes

services as processes or activities which are intangible in nature. The meaning of ser-

vice can range from personal service to service as a product. The most important char-

acteristic of services is their process nature. This means that services consist of series

of activities where a number of different types of resources are used, often in direct in-
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teraction with the customer. The process, especially the part in which the customer

participates, becomes part of the solution. (Grönroos 2000, 46–49.) This definition

which views services as processes highlighting the importance of interaction between

the service provider and customer, and emphasizing the customers’ role in the process

is also applicable in this thesis. The type of service discussed in this thesis is education

in which the school is the service provider and the students are the customers. The in-

teraction between these two and the students’ role are significant factors in the whole

service process.

Services are traditionally viewed only as something provided by a certain type of or-

ganization, ‘a service organization’. This is misleading, firstly, because it neglects the

hidden services of manufacturers and agriculture, and secondly because it views ser-

vice as a sector of economy rather than as a perspective on how to create competitive

advantage. All goods manufacturers offer services to their customers, including e.g.

providing information, handling logistics and offering engineering and other profes-

sional services. These types of services form a substantial part of the total invoicing of

most companies. These services can be labelled as hidden services, and companies

have started to see their strategic value as part of the package offered to customers and

the potential for the development and maintenance of a sustainable competitive ad-

vantage. (Grönroos 2000, 1–2.) Today a growing number of industries, manufacturers

and service firms are facing a competitive service competition. A total service offer-

ing, which is seen as a solution to customer problems, becomes a service. In fact,

when service competition is considered to be the key for success for everybody and

the product is defined as a service, every business is a service business. (Grönroos

2000, 28–29.)

4.2 Service quality

One of the major ways service firms can differentiate themselves is by delivering con-

sistently higher quality than the competitors do. Service industries have followed the

example of manufacturers and joined the customer-driven quality movement. Service

quality is, however, harder to define and judge than product quality. (Kotler & Arm-

strong 2004, 302.) The quality of goods is traditionally related to the technical spe-

cifications of goods. Therefore a lot of goods-related quality know-how is not directly
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applicable for services because of their unique nature. Services, as series of processes,

where production and consumption cannot be separated and where the customer parti-

cipates in the production process, are perceived as very complex. This makes the ser-

vice quality also a complicated issue. It is essential for companies to understand what

customers are really looking for in services and which aspects they evaluate. Only

when understanding this, it will be possible to identify the  ways of managing these

evaluations and influencing them in a desired direction. Therefore the relationship

between the service concept, the service offered to customers and customer benefits

has to be clear. (Grönroos 2000, 61–62.)

For customers, the service quality is more difficult to evaluate than the goods quality.

Therefore, it might be more difficult for the marketer to comprehend the criteria cus-

tomers use to evaluate services. Customers do not evaluate the service quality merely

on the outcome of a service but they also consider the process of service delivery. The

criteria that count when evaluating service quality are defined by customers; other

judgements are essentially irrelevant. Service quality perceptions are based on how

well a provider performs compared to customers’ expectations about how the provider

should perform. (Zeithaml et al. 1990, 16.) In other words the quality of a particular

product or service is whatever the customer perceives it to be. There is a risk that

when quality is defined too narrowly, e.g. considering mainly the technical specifica-

tions of a product or service, quality programs become too narrow in scope. Custom-

ers often perceive quality as a much broader concept, and aspects other than technical

ones often dominate the quality experience. It is essential that service providers define

quality in the same way customers do. (Grönroos 2000, 63.) In the following chapters

the issue of service quality is discussed in more detail.

4.3 Quality dimensions

During service encounters interactions between the service provider and the customers

occur. These include a series of moments of truth, which are situations in which the

service provider has the opportunity to demonstrate to the customer the quality of its

services. What happens in these buyer-seller interactions will obviously have a critical

impact on the perceived service quality. Basically, the quality of service as customers

perceive it has two dimensions; a technical dimension and a functional dimension.
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The technical dimension, also called outcome dimension, refers to what the customer

is left with when the service production process and the buyer-seller interactions are

over. This can be for example a room in a hotel, a meal in a restaurant, or a new hair-

cut after going to the hairdresser. These outcomes are a part of the quality experience,

and frequently this dimension can be measured relatively objectively by customers be-

cause of its characteristics as a technical solution to a problem. (Grönroos 2000, 63.)

However, due to the number of interactions between the service provider and the cus-

tomer, the technical quality dimension does not count for the total perceived service

quality. The way in which the technical quality is transferred to the customer also in-

fluences the customer. Functional quality is process-related and refers to how the cus-

tomer receives the service and how he experiences the simultaneous production and

consumption process. Functional quality is closely related to how the moments of

truth of the service encounters are taken care of and how the service provider operates.

Naturally, the functional quality dimension cannot be evaluated as objectively as the

technical dimension; customers often perceive it very subjectively. Another important

dimension regarding the service quality is company and/or local image which can af-

fect the perception of quality in different ways. If the service provider has a favour-

able image, minor mistakes can be forgiven, but if mistakes occur frequently the im-

age will be damaged. If the image is negative to begin with, the impact of any mis-

takes will often be remarkably greater than it otherwise would be. The image can be

seen to act like a filter in the quality perception. The total perceived quality of a ser-

vice is a combination of the technical and functional quality affected by the image of

the company. (Grönroos 2000, 63–64.)

In service contexts the quality can often be seen as the foundation of a competitive ad-

vantage. In order to make right decisions and take right actions, companies must first

determine which quality dimension is the vital part of great total quality. The technical

quality of a service is usually a prerequisite for a good total quality and it has to be on

an acceptable level. However, if customers are to be satisfied with the total service

quality, also functional quality has to be good. When a number of firms are competing

with similar technical quality, it is the functional quality that matters. Hence, firms

compete with their service processes and the functional quality impact created by

them. (Grönroos 2000, 66.)
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4.4 The perceived service quality

The quality perception process is more complicated than just considering the experi-

ences of the quality dimensions that determine whether the quality is perceived good,

bad or neutral. Good perceived quality is obtained when the experienced quality meets

the expectations of the customer’s expected quality. (Grönroos 2000, 67.) According

to the exploratory study of Zeithaml and colleagues (1990) good service quality is

meeting or exceeding the customer expectations of a particular service. Perceived ser-

vice quality can therefore be defined as the extent of discrepancy between customers’

expectations or desires and their perceptions (Zeithaml et al. 1990, 19). The expected

quality is a function of several key factors. Word-of-mouth communication is a poten-

tial determinant of customer expectations. Expectations also seem to vary depending

on customers’ individual characteristics and circumstances, therefore personal needs

can affect customer expectations. Past experience can also influence customers’ ex-

pectation levels. Customers with more experience of a certain service can have differ-

ent expectations than those who have never used a service before. Another element is

external communications, including a variety of different direct and indirect messages

conveyed by service providers to customers, e.g. advertising, TV commercials, direct

mailing etc. They play a key role in shaping customers’ expectations. One factor influ-

encing  expectations and seen as a part of the influence on external communications is

the price. (Zeithaml et al. 1990, 16–19.) Grönroos (2000, 68) sees that also a com-

pany/local image plays a central role in the customer perception of the service quality.

In this thesis the definition of quality in service is based on Grönroos’ ideas presented

above, and on Gummesson’s (1993) model which is presented next. This model was

also used as a basis for defining the quality in education.

4.5 The Gummesson 4Q Model of Offering Quality

Below is presented the 4Q Model of Offering Quality developed by Gummesson

(1993) (Grönroos 2000, 71.) This model has been developed based on earlier models.

The underlying idea is that services and physical goods are integral parts of services.

The model is intended to help in developing and managing quality regardless of

whether services or physical goods are the core of the offering. This model includes

expectations and experiences as variables and also an image and a brand variable. The
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image refers to the company image. The image is related to customers’ view of a firm,

whereas the brand refers to the view of a product that is created in the minds of cus-

tomers. According to the model, customers’ perception of the total quality influences

the image of the firm, and on the other hand it also contributes decisively to the brand

that is emerging in the minds of the customers. There are two sources of quality in the

model; design quality, and production and delivery quality. The design quality refers

to how well the service and goods elements and their combination are developed into

a functioning package. If there are errors in the design quality the result will be poor

performance and negative experiences for customers. How the package and its ele-

ments are then produced and delivered compared to the design refers to the production

and delivery quality. A quality problem occurs if there are problems either in the pro-

duction of goods elements in service processes or if the delivery of goods does not

correspond to the expectations.

Figure 1. The Gummesson 4Q Model of Offering Quality.

The two other quality concepts, relational quality and technical quality, form the result

of the goods production and delivery, and of the service process. The relational quality

refers to the way the customer perceives the quality during a service process. Service

employees who are customer-oriented, considerate and empathetic contribute to the

relational quality in a positive way. The relational quality is closely related to the
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functional quality dimension mentioned earlier. The short-term and long-term benefits

of a package are referred as the technical quality. The technical quality is good, for ex-

ample, when a car performs according to the specifications or a person’s economic se-

curity is well covered by an insurance company. The Gummesson model takes into ac-

count the fact that good quality or quality problems can be traced back to the factory

or back office (production quality) or even further to the design table (design quality).

(Grönroos 2000, 70–72.)

4.5.1 Image and brand

The image represents the values customers, lost customers, potential customers and

other groups connect with the organisation. The image exists on several levels; a large

company can have an overall company image as well as a local image. Company im-

ages on different levels are, however, interrelated because the overall image influ-

ences the perception of the local organisation. A favourable and well-known image is

an asset to any company because it has an impact on customer perceptions of the com-

munication and operations of the firm. The image has at least the following roles: 1)

Image communicates expectations together with external marketing campaigns and

word of mouth communication. Image has an impact on expectations and it helps

people to screen information. A positive image makes it easier for a firm to commu-

nicate effectively and makes people more perceptive for a favourable word of mouth.

Consequently, a negative image has the opposite effect. 2) The image acts as a filter

which influences the perception of the performance of the company. Both the technic-

al quality and functional quality are seen through this filter. A good image becomes a

shelter and minor problems can be overlooked for a short period of time. A bad image,

on the other hand, makes customers feel more dissatisfied and angrier with a bad ser-

vice than they would otherwise be. 3) The image is a function of the experiences as

well as the expectations of customers. When customers develop expectations and ex-

perience the reality of the service, the resulting perceived service quality changes the

image. If the perceived service quality meets or exceeds the image, it is reinforced or

even enhanced. If the perceived quality is below the image, the opposite effect will

happen. 4) The image has an internal impact on employees and an external impact on

customers. If the image is not clear and distinct for the employees, it may affect em-

ployee attitudes. This, in turn, may have a negative impact on the employees’ per-
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formance and consequently on the customer relationship and quality. (Grönroos 2000,

293–295.)

Kotler & Armstrong (2004, 285) define brand as: “A name, term, sign, symbol, or

design, or a combination of these, intended to identify the goods or services of one

seller or a group of sellers and to differentiate them from those of competitors.” Con-

sumers see the brand as an important part of a product/service and branding can add

value to the product/service. Grönroos (2000) objects to the traditional definition of a

brand because the definition misses the key characteristic of services as processes and

excludes the customer. Because customers normally participate in service processes,

this process undoubtedly creates a distinction between the services of different pro-

viders. The service production process has to be at the heart of service brands because

it is during that process that the most profound impression on the customer’s view of

the service is created. Secondly, brands are often viewed from the marketer’s point of

view as things that the company creates. The marketer uses different planned market-

ing communication means to develop a distinct brand and the customer is expected to

form an image of the brand that corresponds to the intended brand. In the context of

physical goods this has been a successful way of creating brands, because the good is

preproduced and already exists when the branding process begins. However, when

considering services the importance and involvement of  the customers increase dra-

matically because a service process is a much less standardized base for branding.

Secondly, the customer also participates in that process which forms the basis for

brand development. (Grönroos 2000, 286.)

4.5.2 Expectations

As mentioned above, customer expectations have an extremely important impact on

customers’ quality perceptions. Over promising raises customer expectations too high

and customers will perceive that they receive a low quality. The level of quality meas-

ured in an objective way may be good, but as customer expectations were not in line

with his experiences, the total perceived service quality is however low. From a mar-

keting point of view it is better to underpromise in order to make sure that the com-

pany can fulfil the promise given to the customers. In that way the customers will not

be dissatisfied with the quality of the service. At the same time it allows the service
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provider to offer its customers unexpected surprises, which create loyalty much more

effectively than satisfactorily perceived quality. (Grönroos 2000, 68.)

Measuring and comparing expectations and experiences is certainly not a straightfor-

ward task. Grönroos (1993) presents certain validity problems related to the measure-

ment of expectations. These are 1) If experiences are measured after the service exper-

ience or at the same time, they become biased by the experience, 2) Measuring expect-

ations prior to the service experience is not necessarily appropriate either, because the

expectations which customers have beforehand are possibly not the expectations with

which customers will compare their experiences. If the customer’s expectations are

changed during the service process, the altered expectations are the one with which

the experiences should be compared to in order to determine the actual quality percep-

tion, and 3) Experiences are perceptions of reality, and inherent in these perceptions

are prior expectations. If expectations are measured and then experiences are meas-

ured, then expectations are actually measured twice. Although these problems are dif-

ficult to solve, a comparison of experiences and expectations still makes sense, at least

theoretically, because expectations clearly influence the perception of the quality both

on an episode level and a relationship level. (Grönroos 1993, 56.)

In order to understand how the quality is perceived in an ongoing relationship, under-

standing how expectations develop throughout the relationship is important. It is crit-

ical to understand that customers may not expect the same aspects of quality in the be-

ginning as they do at a later stage, and why this change has happened. (Grönroos

2000, 89.) According to Ojasalo (1999) in Grönroos (2000, 89) three different types of

expectations can be identified in the long term. These are fuzzy expectations, explicit

expectations and implicit expectations.

Fuzzy expectations

Customers with fuzzy expectations expect a service provider to solve a problem but

they do not have a clear understanding of what should be done. It is important for a

service provider to understand what kind of fuzzy expectations customers have be-

cause even though customers cannot formulate them consciously, they still have an ef-

fect on satisfaction with the quality. Customers perceive that there is a need for a ser-

vice or a change of the current state in general, but they do not have a clear picture of

what should be done and how. Fuzzy expectations are real to the customers and if the
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service provider does not fulfil such expectations, customers will be disappointed.

Customers feel that something is missing and they do not understand why they are not

satisfied; fuzzy expectations remain fuzzy. In order to deliver satisfactory service, the

service provider has to be aware of those fuzzy expectations and try to make them

come up as explicit expectations.  If this does not happen, the service organisation

may have to deal with unhappy or frustrated customers. A customer may have fuzzy

expectations for example about what they want from an evening out at a restaurant.

They want to have a good time but they cannot specify what would fulfil this

need/want. If the service provider can make these unspecified wishes explicit to the

customer and for itself, there is an opportunity to satisfy the customer. (Grönroos

2000, 89–90; Ojasalo 1999.)

Explicit expectations

Explicit expectations are clear in customers’ minds in advance of the service pro-

cesses, and they can be either realistic or unrealistic expectations. Customers assume

that explicit expectations will be met. It is important that service providers try to help

customers to adjust unrealistic expectations into more realistic ones, because then

there is a bigger chance that a service that meets the customers’ expectations is de-

livered. The service provider should be very careful when giving promises to custom-

ers, especially in the beginning of a relationship. If promises are vague, there is a risk

that customers will form unrealistic expectations. It is extremely dangerous to lead

customers to believing that the service will include features that in fact are not in-

cluded. Unclear and vague sales messages can easily lead to such promises, which in

turn lead to possibly unrealistic explicit expectations. (Grönroos 2000, 90–91; Ojasalo

1999.)

Implicit expectations

Implicit expectations refer to elements of a service that are so obvious to customers

that they take them for granted, and expect the service provider to fulfil even though

they are not clearly expressed. Because of this, the service provider faces a danger of

ignoring them and not including such elements in the service offering. As long as im-

plicit expectations are fulfilled, the customer might not even consciously think about

them. However, if these expectations are not met by the service provider it will lead to

dissatisfaction. Companies need to make sure that service offerings are designed in a

way that they meet also the implicit expectations, not just the explicit ones. To sum
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up, service providers should remember the following. Fuzzy and implicit expectations

should be detected and turned into explicit ones. Fuzzy expectations become less

fuzzy if the service provider focuses on them. As the relationship between the service

organisation and the customer continues, the organisation knows what to do and cus-

tomer learns what to expect. If implicit expectations are not met, they become explicit.

Customers should be made aware of what is realistic to expect in order to avoid un-

realistic expectations. There are also things that happen unintentionally over time

without the interference of the service provider. When customers learn what they ex-

plicitly need and want, and accept what is unrealistic to expect, they turn fuzzy ex-

pectations into explicit ones and unrealistic expectations into realistic ones. Naturally,

sometimes customers might think that the expectations considered unrealistic by one

service provider are really realistic, and change to a service provider who will be able

to meet their expectations. It is also possible, that as customers get used to a certain

level of quality, some expectations that were originally explicit become implicit. As

long as everything continues like before,  customers might not think about them any-

more, and no problems occur. However, if something is chanced in the service offer-

ing that makes the customer dissatisfied, the implicit expectation becomes explicit

once again.

(Grönroos 2000, 90–92; Ojasalo 1999.)

4.6 Quality in education

Defining the quality in education is perhaps even a harder task than defining the “ba-

sic” service quality. At least this seems to be the case when reviewing the literature in

the field. According to Helakorpi (1995) many pure humanists easily label the term

quality as a technical concept suitable for engineering, and therefore not suitable for

educational purposes. However, the preconditions of quality application in public ser-

vices are great, especially when quality is understood as something more than follow-

ing the standards. Quality standards have to bee seen as theories among other theories.

They are to be applied in a way best suitable for the situation in question. Quality in

the school world is therefore something else than in the business world but the basic

philosophy can and should be applied in education. When doing this the first problem

is to define the customer. Sometimes the customer is considered to be the person who
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pays for the service, which then would be either the community or the state. The ma-

jority, however, considers the student to be the customer. (Helakorpi 1995, 132–133.)

The concept of the quality in education has to be based on considering the needs of the

student. The quality cannot be created from orders from the higher levels of the organ-

isation but the starting point has to be the cooperation of all the parties involved.

There are three elements of quality from an educational point of view: the quality of

educational planning, the quality of guidance to learning (teaching), and the quality of

the learning environment. (Helakorpi 1995, 132–133.)  According to Käyhkö (2003)

quality in the educational context is difficult to define, but on a general level it is the

excellence of the whole operations and results. Often quality refers to customer satis-

faction i.e. meeting the needs of the students and the working life. Quality in educa-

tion cannot be defined in one way; it is bound to the attributes of time and place. Edu-

cational quality is based on the expertise and motivation of the personnel of the insti-

tute. Quality is involved in all operations and it is important that everyone is willing to

commit to maintaining a good quality. Quality in higher education is based on the per-

ception of the management and personnel of the educational institute of what is good

quality. The central issue is to reach a general understanding of how quality is inter-

pret and developed. Quality can be seen to affect higher education in several levels.

These include the individual level (students), the school level, national level and inter-

national level. (Käyhkö 2003, 1–3.)

Green (1994, 13–18) agrees that definitions of the quality in education vary, and re-

flect different perspectives of the individual and society, at least to some extent. There

are several quality concepts that could be used in order to judge the quality in educa-

tion. These include the traditional concept of quality, which is associated with the no-

tion of providing a service that is distinctive and special and which confers the status

on the owner or user. Quality can also be seen as conformance to specifications or

standards, quality as fitness for purpose, quality as effectiveness in achieving institu-

tional goals, and quality as meeting customers’ stated or implied needs. Green points

out that one of the most essential issues when making judgements about the quality in

education, despite the concept used,  is to clarify the criteria on which such judge-

ments are made.

36



Hämäläinen (1998) thinks that in Finland the evaluation of the quality in education is

often perceived quite narrowly. When analysing the quality of education in a compre-

hensive way, he thinks that several different issues should be evaluated. The following

table is based on Hämäläinen’s idea about what to evaluate when evaluating the qual-

ity in education.

TABLE 1. Evaluation of quality in education. (Hämäläinen 1998, 30-36)

Points of evaluation Explanation
1. Connection to other education How well a course or a study module be-

longs to the entirety of the education
2. The goals of the studies Are goals: consistent with national and

institutional goals, clear, reasonable and
realistic compared to the resources. Do
they correspond with the needs of work-
ing life, do the students and staff know
what they are?

3. The contents and structure of the study
programme

Is the contents according to the goals, rel-
evant to working life, based on the new-
est information, and are different parts of
the programme intertwined?

4. Teaching and learning practices Which methods are used and why, do the
goals and teaching methods correspond
with each other, how student guidance is
organised, how the evaluation and devel-
opment of teaching methods are organ-
ised?

5. Evaluation methods of learning

It is relevant to acquire information about
learning results, and know how this in-
formation can be used to develop teach-
ing

6. Students It is important to know what  the starting
level of the students is and organise the
studies accordingly

7. Teachers and other staff The professionalism of educators is of es-
sence, both content mastery and teaching
skills

8. External framework Financial resources, educational facilities
and equipment, library resources, up-
dated IT-equipment

9. Quality assurance How information about whether set goals
are reached is collected, and how  it is se-
cured that this information will be used to
develop operations

10. External relationships Useful and functioning relationships with
other institutions and working life

11. Strengths and weaknesses Other strengths and weaknesses that were
not mentioned earlier
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Sajasalo’s (1997) dissertation handles the quality of a tailored educational service. The

object of the study was the MBA education offered by the Jyväskylä University con-

tinuing education centre. The purpose of the study was to develop such a model on the

quality of education that could be tested. This model was then used as a basis in a

quantitative survey in which data was collected through questionnaires. In the study

the viewpoint used is that of a customer. The author created content for the concept of

total quality in education, which is based mainly on the ideas presented by the Nordic

School (such as Grönroos, Gummesson, and Lehtinen). The content of the total qual-

ity in educational service is divided into smaller and more easily estimated factors.

These are: technical quality, functional quality, quality of interaction, benefit and ad-

ded value. In the following table the content of these different sources of quality is

presented from the parts it is applicable to education in general.

TABLE 2. Sources of quality in education. (Sajasalo 1997, 50–52)

Technical quality The fluency of the curriculum preparation process
The applicability of the curriculum to the customer’s needs
The accessibility of the personnel
The expertise and professional ability of the educators
The quality/standard of the course material distributed
The education-technical know-how of the educators

Functional quality The service attitude of the personnel
The politeness of the personnel
Flexible handling of matters
The accuracy of timetables
Keeping promises that have been made
Keeping contact with the customer
The personnel’s ability to guide in problem situations
The organisation of course happenings
Information on future training sessions etc

Quality of interaction The desire to focus on the customer’s problems
Treating the customer as an individual
The ease of interaction
Commitment to the customer relationship
The ‘chemistry’ between the contact person and the custom-
er
Supporting the learning process
Giving constructive feedback on progress
The justness of evaluating performance
                                                      Continues on the next page
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Benefit The utilization of the education in practice
Setting the priorities of the education in cooperation with the
employer and the instructor
Possibilities to study abroad
Increased ability to be critical about one’s own work
Improved abilities to analyse a company’s strategic opera-
tion
The ability to apply the newest information into practice
Opportunities the education offers for career development
Improvement of social and economical situation
Creating a network with other students
The utilization of project works and the diploma work in the
development of business operations
Possibility for further studies

Added value The value of the (MBA)-title to the customer
The value of the (MBA)-title to the background organisation
Social and economical possibilities achieved with the help of
the education
The realisation of the image value as the degree is completed
A sense that work has been completed in order to change
things

4.6.1 Quality in Jyväskylä University of Applied Sciences

The evaluation council of higher education in Finland (Korkeakoulujen arviointineu-

vosto) has developed an audit system for quality control systems of higher education

institutions. The purpose of the audit is to prove internationally that Finland has a

qualified and consistent national quality assurance policy within higher education.

(Tuomi 2006, 3.) The quality control system of Jyväskylä University of Applied Sci-

ences was audited in the spring of 2006 and the council decided that JAMK qualifies

the criteria set for the quality control system. The core of the quality control in the

Jyväskylä University of Applied sciences consists of three elements: 1) quality con-

trol, 2) follow up data and indicators of the situation and results and 3) quality im-

provement. Quality control includes description of operational processes, quality con-

trol in education, quality control in research and development, control of follow up

data, and strategic processes and methods. Follow up data and indicators are collected

through the following sources: AMKOTA-database (statistical information about uni-

versities of applied sciences), Ministry of Education, Statistics Finland, OPALA (a

joint system of Ministry of Education and universities of applied sciences which col-
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lects information about students e.g. their employment after graduation) and BSC–

measures (internal). Quality control includes the following  measures: audit, self eval-

uation, cross evaluation, benchmarking, and strategic development projects.

(Hämäläinen et al. 2006, 19.)

4.6.2 Model of quality in education

In the previous sections the concept of quality in education was discussed on a general

level. Because in this thesis the emphasis of the study is based on the students’ percep-

tions about their education, it is relevant to view the issue of quality from the students’

perspective. A model of what quality could mean in education from a student’s per-

spective is presented on the next page. It is based on the Gummesson 4 Q model of of-

fering quality (1993). It has similarities with Helakorpi’s (1995, 132–133) ideas about

what is quality in education. It also has connections with Sajasalo’s (1997, 50–52)

model, which is, however, too detailed for the purpose of this study, and is more suit-

able for a quantitative research. The Gummesson model is used as a basis because it is

comprehensive, and it considers the expectations and experiences, which are import-

ant in this thesis, to have an effect on the process of how a customer perceives the

quality. Image and brand variables as well as expectations and experiences are presen-

ted in the model in the same way as  in the original Gummesson model. Other vari-

ables are modified to be more appropriate in an educational context.

The customer who perceives the quality is a student whose own expectations and ex-

periences affect the perceived educational quality. In this case experiences include

also previous education which in turn has an effect on the expectations one has of the

current education. The sources of quality are the educational organisation and guiding

and producing educational service/teaching. If the process of providing education is

organised and guided poorly, it is clear that the quality of education cannot be good.

Naturally it is also not enough that the educational service i.e. teaching is produced

with a good quality and the teachers are competent professionals, if the process is de-

signed badly. Both these aspects have to be well taken care of in order to produce

high-quality education. The way the student perceives the quality during the

service/education process is affected by the interaction between the personnel and the

students. Open, friendly and honest interaction between the students and the teaching

40



staff and other staff are vital for the whole experience to be positive. Improper ways of

communication and interaction can be very harmful to the perceived quality in educa-

tion, and thus to the whole institution. The short-term and long-term benefits of the

service were referred to as the technical quality by Gummesson (Grönroos 2000, 71).

It is clear that educational services should benefit the customers i.e. students in a way

that they gain knowledge and learn. The author feels that it is not enough just to learn

something that might be only short-term, but it is of vital importance to learn how to

apply the knowledge one has gained during the educational process.

FIGURE 1. Model for quality in education (compare to Gummesson 1993).
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5 RESEARCH METHODS

5.1 The purpose of the study

The purpose of the study is to investigate what it is like to study in an English degree

programme. The subject is examined from the students’ perspective. The main re-

search questions are:

What kinds of expectations do the students have concerning studying in an

English degree programme and how does the reality correspond with these ex-

pectations?

What kinds of advantages and disadvantages are related to studying in an Eng-

lish degree programme?

Answers to the main research questions are attempted to find by dividing them into

several themes. These themes were chosen on the basis of the theoretical part.

5.2 Research methods

The study aims at creating an overall picture of studying in an English degree pro-

gramme. The researcher wanted to give the respondents an opportunity to express

their opinions and feelings about the programme without restricting it to certain spe-

cific questions. An interview was chosen as a research method because, as Denscombe

(2003) points out, if the researcher wishes to investigate emotions, experiences and

feelings rather than more straightforward factual matters, then it may be justified to

prefer interviews to the use of questionnaires. The nature of emotions, experiences and

feelings is such that they need to be explored rather than simply reported in a word or

two. (Denscombe 2003, 165.) Interviewing provides a way of generating empirical

data about the social world by asking people to talk about their lives. Interviews can

be viewed as special forms of conversation which can vary from highly structured,

standardized, quantitatively oriented survey interviews, to semi-formal guided conver-

sations, and to free-flowing informational exchanges. Interviewing is often seen as a
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one-way pipeline for transporting knowledge, but as a meaning-making conversation

it is more like a two-way informational street. (Holstein & Gubrium 2004, 140–143.)

In this study, a semi-structured interview was considered to be the best option because

it allows the respondents to express themselves more freely. It also makes it possible

that such matters will come up that the researcher did not directly ask. This serves

well the purpose of this study. In a semi-structured interview the topics or the themes

of the interview are decided in advance but the method lacks the exact form and order

of questions, which is typical for structured interviews (Eskola & Vastamäki 2001,

26). According to Denscombe (2003) semi-structured and unstructured interviews are

on a continuum and it is likely that in practice any interview will slide back and forth

along the scale. What separates them from structured interviews is their willingness to

allow interviewees to use their own words and develop their own thoughts. Allowing

interviewees to ‘speak their minds’ is a better way of discovering things about com-

plex matters, and unstructured interviews have as their aim ‘discovery’ rather than

‘checking’. They lend themselves to in-depth investigations, particularly those which

explore personal accounts of experiences and feelings. (Denscombe 2003, 167.)

5.3 Collecting the data

The empirical part of the study, the interviews, was conducted between  January 23

and  February  1st  2007. The respondents were asked to participate in the survey by e-

mail, which was sent to all the Finnish second and third year students of Facility Man-

agement and Consumer Communication, as well as to the fourth year students who

were still in the Jyväskylä area, because the resourses did not allow travelling to other

cities. Two students replied to the e-mail by giving their consent to participate. Other

six respondents agreed to participate in the study after a face to face encounter. None

of the second year students were available for the study and only one third year stu-

dent agreed to participate. The difficulty of gathering respondents was partly due to

the fact that many second and third year students were not in Finland at the time of the

interviews. Finally, seven fourth year students and one third year student were inter-

viewed. All the respondents were Finnish and female. All the students participating in

the study received an e-mail which included the purpose of the study and the themes

of the interview so that they were able to prepare for it in advance. According to

Denscombe (2003, 172) there is likely to be more benefit from an interview if the re-
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spondent is well informed about the topic and has done the necessary homework in the

issues that are likely to arise during the interview.

All the interviews were done in cafés in Jyväskylä expect for one, which was made in

the researcher’s home. Thus the environment of the interviews was casual and in each

interview situation the best and most private place at the location in question was

used. However, some background noise did occur during the interviews, but this did

not seem to affect the interviewees. Everyone seemed relaxed and able to concentrate

in the interview situation. No interruptions took place during the interviews. The inter-

views were conducted in Finnish. The reason for this was that because all the respond-

ents were Finnish, it was thought that it was easier for them to express their ideas in

their native language. The respondents would also be able to say what was on their

minds without leaving anything out due to language difficulties.

In the interview situation the confidentiality of the subjects’ reports needs to be clari-

fied and the consequences of the interview interaction for the subjects to be taken into

account e.g. stress during the interview (Kvale 1996, 111). Each interviewee was as-

sured that everything they said during the interview would be recorded but that this in-

formation would be used in a way that their identities would not be revealed. The re-

cordings of each interviewee were listened to and processed only by the researcher.

All interviewees took part in the study voluntarily and the researcher tried to make the

interview situation as relaxed as possible in order to minimize a possible stress of the

interviewees. All interviews were recorded with a MP3-player with the permission of

each interviewee. At first some general matters not connected to the study were dis-

cussed with each respondent. This was done in order to relax both the interviewer and

the interviewee. Secondly, the purpose of the study was explained again briefly, after

which the actual interview started. The interviews lasted from 19 minutes to 42

minutes, the average duration being 27 minutes.

The interviews were transcribed to Word-format so that each transcript was given a

number according to the order in which the interviews were made. So the names of the

respondents were replaced by numbers at this point. The recordings were transcribed

as accurately as possible; the interviews were listened from the tape and written ex-

actly as spoken on the tape. After that they were listened through once more and the
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conformity with the recording and the transcript was checked. The ready transcripts

amounted to 37 pages of written text.

5.4 Reliability and ethicalness of the study

According to Kvale (1996, 235) issues of verification do not belong to some separate

stage of investigation, but they should be addressed throughout the entire research

process. Reliability pertains to the consistency of the research findings. Kvale (1996,

111) also mentions that the purpose of an interview study should, beyond the scientific

value of the knowledge sought, also be considered with regard to improvement of the

human situation that is being investigated. This research aims at finding out what it is

like to study in an English degree programme. It points out the benefits and problem

areas of the programme, as well as recommendations on how to improve the pro-

gramme. This will hopefully lead to an improved situation for the future students of

the programme, given that the school takes action to improve the situation.

The reliability of a research is bound to the researcher him/herself, to the object of the

research and to the research conditions. In order to obtain profound knowledge the re-

searcher should take his/her own position into consideration, and take up the role the

situation demands. The research conditions affect essentially to the research results,

for example the succeeding or failing of an interview. Also the understanding and con-

formity of concepts used between the researcher and the respondent affects the reliab-

ility of the research results. (Syrjälä et al. 1994, 100.) The fact that the researcher is a

student of the programme just as the respondents in this study, is on the other hand a

benefit but may also cause problems. It is an asset because it is easier to discuss about

matters related to the programme when both the interviewer and the interviewee know

what they are talking about. Certain concepts and jargon related to the subject are un-

derstood by both parties, which minimizes the need to explain everything in great de-

tail. Also the fact that some experiences are shared by both parties involved in the in-

terview situation makes it easier for the respondents to express their opinions fluently

and openly. On the other hand, the fact that the researcher is a fellow student of the re-

spondents may also influence the study negatively. The interview situation may not be

as formal as it would be in other cases. However, the purpose of the study and the

themes of the interview were made clear to the respondents and the interview situation
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was controlled by the researcher. Another problem is related to the fact that the re-

searcher’s own experiences and feelings about the programme might affect the ob-

jectivity of the study. In order to minimize the influence of the researcher’s own opin-

ions and possible prejudice, the interview themes were designed on the basis of the

theory. And as mentioned above, the interviewees were given the opportunity to speak

freely about their opinions and ideas without restricting the interview conversation to

certain predetermined questions.

5.5 Categorizing and analysing the results

The data was prepared for the qualitative analysis by putting all material into similar

format and identifying them for reference purposes. Back up copies of both recordings

and transcripts were made. According to Denscombe (2003) the researcher’s self plays

a significant role in the production and interpretation of qualitative data. The research-

er’s identity, values and beliefs cannot be entirely eliminated from the process; there-

fore the researcher’s self is inevitably an integral part of the analysis and should be ac-

knowledged as such. (Denscombe 2003, 268.) Coding qualitative data involves break-

ing the data into units for analysis and categorizing the units. This is called analytic

coding. The researcher needs to decide on the units that will be used for the analysis.

Qualitative researchers will be on the lookout for the occurrence in the data of particu-

lar ideas or events. The researcher can use existing theories, respondent categories or

personal/professional hunches to guide how this is done in the first place. (Denscombe

2003, 271.) In this thesis both theory and the researcher’s personal ‘hunch’ were used

in categorizing the units for analysis. The ideas presented in the model for the quality

in education were used in categorizing the data. In addition, other relevant themes

emerging from the interviews were used to categorize and analyze the data.
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6 RESULTS

6.1 General expectations and experiences about the programme

At first the respondents were asked to recall and talk about the expectations they had

before starting their studies. Naturally, because of the respondents different back-

grounds, interests and hopes, the answers varied quite a lot. In general, the respond-

ents did not have a lot of expectations at all, and many of the ones they had were not

in line with the reality of the programme. Perhaps one of the reasons for this was that

the students in general did not know a lot about the programme before starting their

studies, and thus their expectations were not based on facts. Four interviewees men-

tioned that they knew very little about the degree programme when they applied and

when they first started their studies. Thus they could not have a lot of detailed expect-

ations abut the programme.

Three respondents said that they had expected there to be more teachers who speak

English as their native language, and that the fact that there were so few of them was a

disappointment for them. This issue was mentioned by several students in other con-

texts and is discussed more in chapter 6.3.

All the fourth year students interviewed mentioned that they had expected there to be

more international students in the programme. It was a disappointment to find out that

the  majority of the students were Finnish and that the number of foreign students was

so low. Four people mentioned that they were disappointed because the programme

was promoted as an international one but the reality was not that international at all.

The importance of more foreign students was seen e.g. in that they would have

brought something new and different to class discussions and group work. One re-

spondent mentioned that if there had been more foreign students around, English

would have been the language used also outside the classroom, which would have

been a positive thing. Another respondent recalled that in the beginning of the studies

there were more foreign students but then they just disappeared somewhere. She said

that the programme had failed in being a truly international one. As a positive thing

she saw the fact that the Finnish students studying in the programme are internation-

ally oriented, meaning that many have e.g. lived abroad before and have experiences

in foreign languages and cultures. However, the students said that it was good that

47



there were at least some foreign students. The following comment describes well the

feelings of the interviewees about the matter:

The richness of an international programme would be particularly the
fact that one gets to know and make friends with people from all over
the world, not just Finns.

Contrary to the fourth year students, the interviewed third year student said that she

was satisfied with the number of foreign students and that she had in fact thought that

there would be fewer foreign students participating in the degree programme. It is not

possible to say that one third year student represents the opinions of the whole class,

but it is clear that the number of foreign students can change from one year to another,

and therefore the experiences of the students can vary accordingly.

It was mentioned by two of the interviewees that it felt silly to listen to a lecture held

in English and discuss in English in a class where there were no foreigners. However,

one interviewee mentioned that it was good that English was spoken even though

there were no foreigners, because the idea of the degree programme is to study in Eng-

lish.

It does not feel very international when there are only Finnish students
listening to a Finnish teacher giving a lecture in English.

As mentioned above, there were also many individual expectations mentioned by the

respondents. One student was disappointed because of the content of the programme.

She also felt that the name of the programme sounds nice, but not enough effort is in-

vested in planning the content and choosing the teachers. Another respondent expec-

ted there to be more interaction and connections with working life and not so much

lecture-type of teaching. One said that during her studies she did not know what ex-

actly she would be able to do when she graduates and that the programme had been

quite confusing. As a positive thing she mentioned that it will be easier for her to find

work abroad after graduating from this programme. One interviewee was disappointed

because the courses were different from what she had read in the material she had

about the programme. She felt that their contents was explained in a fancy way but the

reality was different. She was also disappointed about the location of the school build-

ing. One respondent said that she had expected the programme to be more practically-

oriented and thought that it was maybe a bit too theoretical. A lot of courses which

should have been very practical were organised through the Internet, which in her
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opinion did not serve the purpose of the courses very well. One respondent mentioned

that she did not have a lot of expectations because she did not know much about Facil-

ity Management, and that she thought that the studies would be more like the ones in

the Finnish programmes. However, after studying in the programme and learning what

FM is, she is satisfied with the programme that she chose. Some other comments

made by the students were:

I was disappointed because the programme did not meet my expecta-
tions. I’m not saying that the programme is lousy; it is just not as good
as I expected.

I expected to receive high-quality teaching on several practical issues,
support from guidance counsellors and a useful education. The reality
did not meet these expectations. I was also disappointed because I did
not receive any help in finding a place to do my practical training.

I expected there to be more tourism studies involved in the programme
and I was surprised to find out the actual structure of the programme.

The fact that this programme was taught in English was mentioned by all the inter-

viewees as a reason why they applied to the programme. They thought that this fact

adds value to the programme and benefits them in the future. For many students this

was in fact the most important reason to choose this programme. Several respondents

mentioned the fact that their language skills would improve as well as the chances of

finding work abroad. An international degree programme and an international atmo-

sphere were mentioned as important reasons by five interviewees. Other reasons why

this degree programme was chosen were:

interest towards tourism studies (mentioned by three students)

interest towards customer service

the fact that the degree would look good on paper

possibility to study something practically-orientated

interest awaken by an appealing advertisement of the programme
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6.2 Organisation and guiding of the studies

The overall opinion about how the studies were organised and guided/tutored was

very clear and unanimous among the respondents: more should have been done. All

respondents felt that they did not get enough help and tutoring from the school during

their studies. Two people mentioned that they were disappointed and confused be-

cause the planning of the personal study plan, called HOPS in Finnish, did not take

place during the studies even though they were told so. HOPS is normally used in the

Finnish programmes to help organise students’ studies so that one’s individual needs,

skills and interests can be taken into consideration. One respondent commented:

We have been left aside. We did not have what the Finnish programmes’
students had; a certain study path to follow. We have just taken some
courses here and some courses there.

One person said that during the first year of her studies there were more tutoring and

help offered from the school but after that the tutoring was practically non-existent.

One respondent mentioned that she was at first disappointed about the programme be-

cause she thought that the content and structure of the studies was very much predeter-

mined. When she found out that she could plan her studies according to her own in-

terests she was very pleased. However, she said that she had to really pull out the in-

formation from the teachers about whether she could make the choices she wanted.

Clearly not all students were aware of this opportunity and it came out from a couple

of the interviewees that they would have wanted more freedom and flexibility to or-

ganise their studies more individually. It seems that it is possible to organise one’s

studies according to personal interests and wishes at least to some extent, but this op-

portunity was not advertised/ emphasized enough by the school, as far as these stu-

dents were concerned.

I did not want just someone to tell me which courses to take in order to
graduate. I wanted to discuss with someone about what I wanted from
life and how this school could help me achieve it.

There was no clarity about how to build the degree according to my own
interests. And what confuses even more is that the programme is a little
bit of everything mixed together, there is no specialization.
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It became clear from the answers that the students would have wanted more guiding

and tutoring offered by the school without them having to ask for it. Many said that

they would have wanted personal discussions with the staff about their studies and

personal situations. Several people mentioned that help was available only when one

knew where to ask for it.

When I ask something I either do not get a clear answer to my question
or I’m made to run from one person to another in order to get informa-
tion. In the end I often feel like I’m a nuisance and that makes me un-
willing to ask for help.

Three respondents mentioned that it is not only the school’s responsibility but one has

to take responsibility for their own education. One of them said that even though she

did want more guidance, the positive thing was that this kind of a system teaches the

students independence.

One student said that she had bad experiences about how her studies were organised

and guided when she was in Holland doing her exchange period. There was confusion

about the courses that she was supposed to take but were then not organised at all. The

problem was due to the exchange school but she felt that she did not get enough sup-

port from Finland; finally she was just told to do whatever she wanted. There had also

been confusion about a double degree that was promised to the Facility Management

students when they started their studies in 2003. According to the interviewee, she and

her class members was supposed to receive a Bachelor’s degree in both Facility Man-

agement and Hospitality Management. When they left for Holland they were still un-

der the impression that they would get the double degree. However, due to new rules

in Holland, they did not receive the degree. The students also found out that it had not

been possible to get the double degree the previous year either. Therefore, the re-

spondent said that they felt that they had been cheated by their own school because it

had not informed them that they were not going to get the degree, even though they

already knew about it.

The majority of the interviewees did not mention any problems with the organisation

of courses. However, two people felt that the students were not considered enough

when organising the studies. Timings of the courses changed all the time and some-

times courses were cancelled completely e.g. because of a lack of a suitable teacher.

One person said that most courses were offered in a flexible way so that if one could-
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n’t attend a course in a certain period it could be taken later. She also felt that the

teachers were flexible if some special arrangements were needed e.g. compensating

some missing assignments or attendance. Two people mentioned that the lack of suit-

able teachers for certain courses had caused problems.

It is not nice when there is a course that you really want to take but
there is no teacher available. And it can be the case that no teacher is
found for the course the following year either...

One student criticised the fact that she had courses, especially during the first year, in

three different locations. It was very inconvenient to travel between Mankola, the

School of Tourism and Services Management, and other locations where courses were

held. Two people mentioned that it was sometimes very frustrating for them, if they

wanted/needed to take a certain course but they had to postpone or even omit the

whole course because there was no teacher available for that course.

Work practice arrangements were mentioned by six interviewees. Two of them had

found a placement with the help of the school;  one was very satisfied with her work

place, the other  was not. Altogether four students mentioned that they would have

wanted more help from the school when arranging their work practice. The students

who had done their work practice in Finland did not consider this very important, but

it became clear that when trying to find a work place abroad, more help would defin-

itely have been needed. Two respondents told that they had asked for help from the

school, for example a list including all the work places of previous students, but had

not received any. Generally the students were missing contacts of prospective employ-

ers abroad and could not understand why the school does not help the students more,

e.g. by using their contacts and cooperation partners around the world. Two students

said that there is information available in the study path, but that the information had

proved to be quite useless. It was mentioned by a couple of the students that naturally

the students are responsible for finding their own work placements, but it became

clear from the students’ comments that they were not satisfied with the amount of help

and guidance offered by the school. Clearly the school has a lot to improve in this

sense, and hopefully more help will be offered to future students.

It would be nice to get more help from the school, for example useful
websites through which it would be possible to find work places. But we
have found together with my classmates some helpful sites…
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6.3 Producing education and learning

The opinions interviewees had on the education/teaching in this degree programme

vary from very negative to quite positive views. There was a lot of discussion with the

interviewees about this issue which, in the author’s opinion, shows the high import-

ance of the matter. Two people made it very clear that the teaching had not correspon-

ded with their expectations and that they were disappointed about it. The other  said

that she expected to receive a high-quality and useful education, and that the studies

would be more demanding. She was disappointed at how easily, and sometimes even

by cheating, courses could be passed. She felt that even though flexibility is a good

thing, the teachers should be stricter. She was also disappointed that some issues were

taught very superficially; she expected the teachers to be able to offer more profound

teaching. She mentioned that some courses could have been a lot better if a little more

resources would have been used. The other student with a very negative attitude said

that the teaching was of an inferior quality. Her exact words: ‘It sucks.’ The biggest

problem in her opinion was the inadequate language skills of the teachers which made

the teaching seem unprofessional.

The teachers are charming personalities but I’m disappointed at how
easily courses can be passed. Flexibility is a great thing, but the teach-
ers ought to be stricter. Some issues are handled very superficially. Of
course I could have found out more about the matters independently, but
you’d think that the teachers would have enough expertise for more in-
depth education.

The issue of the teachers’ language skills was mentioned by six of the interviewees

when they talked about their expectations and experiences about teaching. However,

the two persons who did not mention the teachers’ language skills at this point men-

tioned it somewhere else during the interview. One of the students said that she was

not that bothered about it herself but that she felt sorry for the foreign students. Two

people mentioned that sometimes teachers used Finnish words when they did not

know the English ones, and in those cases the foreign students were clearly ignored.

One student said that she felt she had better language skills than some teachers and in

those cases it was frustrating to listen to the teaching.

If a teacher doesn’t speak proper English it does tell a lot about the
quality of teaching.
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It would be nice if teachers could develop their language skills. I mean,
if we anyway have to study in English you would wish that the teachers
would also invest more in it.

The interviewees had also expected there to be more teachers with English as their

native language. This point was mentioned by five interviewees. Also the need for

more visiting professors with strong knowledge and experience in their own areas was

requested by three students. They thought that the visiting lecturers were interesting

and useful, and they would have wanted more of this kind of teaching. One student

said that she learned most from visiting lecturers and praised the contents of intensive

courses taught by foreign experts. Another student said that she would have wanted

the whole programme to be taught by native English speakers, even though she under-

stood that this was not very realistic. One person said that the majority of teachers

speak quite good English but that she wishes that the teachers would be motivated to

improve their language skills because they are teaching in an English degree pro-

gramme. One respondent commented on the importance of a teacher’s knowledge of

the content whit respect to knowledge of English:

If a teacher knows the content he is teaching very well then it is not that
big of a problem if he has some problems with the language. Then he
knows how to go around an issue and explain it differently. But if he is
unaware of the issue even in his own language, there is no chance he
will be able to explain it reasonably in English.

Four students said that the education/teaching is ‘ok’ or quite good. One student said

that the level of education is good but that the teachers do not demand very much from

the students. One person was very satisfied with the fact that she was able to study so

much communication. She said that the level of teaching is higher in Finland than in

Holland. She said that the thing in the degree programme she especially liked was that

the quality of teaching was high and one had to actually do something in order to pass

courses. In contrast to this, altogether five students favoured the education they re-

ceived in Holland to that in Finland. Four of them said that the level/quality of teach-

ing was higher in Holland, and two said that they learned more in Holland and that the

teaching was more concrete there. In addition two people mentioned that the teachers’

language skills were generally better there. Four respondents said that the studies were

more demanding in Holland and that the students were expected to do more. One per-

son said that studying was very hectic and a lot was done in groups. Two other inter-

viewees also mentioned the big amount of group work done in Hanzehogeschool. One
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of them said that about 85% of the studies consisted of group work and that she felt it

was a bit too much. She said that the teaching system was different in Holland. There

were not so many contact lessons than in Finland and the students were not given

ready answers but had to find the information they needed by themselves. She said

this way of studying was very educative for her.

The implementation of the courses was much better in Holland. It was
more project work and not just reading textbooks and writing essays. I
learned much better from project works e.g. making marketing plans or
doing research in real life situations.

One person said that teaching in the programme in general seemed to lack something.

She said that she would have wanted more inspiring and varying teaching methods.

Another student agreed that the teachers should pay more attention to the way they are

teaching. One respondent said that the whole degree programme consists of bits and

pieces from here and there and that the entirety is not very clear.

I was very satisfied with some teachers and not that satisfied with the
others. I would like to know how much the school supervises their lan-
guage skills and teaching methods.

When the interviewees were asked to tell about what they had learned and if the edu-

cation prepared them for applying the acquired knowledge into practice, a variety of

different answers was received. Three people mentioned that they had noticed the use-

fulness of the education when they had been working. Two people said that this

happened during their work practice. The third person said that she had been able to

apply the knowledge acquired in school in her work in a restaurant.

What I like in our degree programme is that there is a compulsory work
practice. I learned so much about communication during my work prac-
tice. I learned how to apply theory into practice and how to actually
make a communication campaign. In my opinion the actual learning
took place during the work practice.

The work practice made me certain that I had actually learned
something. I knew different modes of action and I could apply into prac-
tice what I had learned in school. It is when you get your hands ‘dirty’
that you really realise what you have learned.

Two respondents mentioned that languages were among the most important things

they had learned during their studies. In addition to languages one student mentioned
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that she had learned most from courses that she took at the School of Business, and

the other had learned from communication studies in Holland. One person could not

really say what she had learned, however, she appreciated the fact that she had an edu-

cation. Three persons mentioned that they believe that the future will show how much

they have learned and how well they will be able to apply the knowledge acquired

through this education. Here are some comments about learning:

I don’t know what I have learned. Education is always good. I don’t
know if I would choose this again, probably not. On the other hand I
don’t know what would be a better option.

I have generally learned a lot but I cannot say that I am a professional
of some field, nothing like that.

The time in Holland and all the projects we did really helped me to
learn to apply the things I had learned into practice.

I think I have learned a lot and I feel that in this degree programme it is
really up to you how much you learn and how to use that knowledge.
However, I did not feel that I was able to use the things that I had
learned during my practical placement. I don’t know why, maybe it was
too far from what we had learned in school.

The conclusion that can be drawn from the answers is that the level or quality of pro-

ducing education i.e. teaching seems to be neither very good nor that bad. The biggest

problem is clearly the inadequate language skills of the teachers. This is a serious

problem because it seems to have a big influence on the students’ perspective on the

quality of education. What the students have actually learned in the programme seems

to depend on the person; no significant consistency was found in the answers. It can

be seen from the answers that the education does not correspond with the students’ ex-

pectations, much less exceed them. This should awaken the school and the teachers to

think about the reasons behind this phenomenon as well as encourage them to come

up with solutions how to improve matters. In the end, it is the students who are the

most important customers.

6.4 Interaction between the personnel and the students

The interviewees were asked to talk about the interaction between the students and

teachers/other personnel. The overall feeling about the matter was quite neutral. Simil-
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ar views to those found out in the previous section about tutoring and organising the

studies were aired: interaction works if the student takes the initiative. The inter-

viewees were neither positive nor that negative about the quality of interaction; the

general opinion was that it is ‘ok’. However, it became clear from everyone’s answer

that the interaction could work better. This matter did not seem to be of the highest

importance for the students; perhaps this is the reason why they were so neutral and

did not have that much to say about it.

Seven of the interviewed people were generally satisfied with the level of interaction

between the students and the staff. Five people said that if they e.g. contact a teacher

they usually get answers/help fairly easily. One of these five said that she does not

really interact with the teachers unless it is something very important; she usually tries

to find all the necessary information by herself. However, she said that she does not

feel that it is difficult to approach the teachers. One said that the interaction usually

works ‘ok’, but during the fourth year she has noticed that it is more difficult to get in

touch with the teachers. She thinks this might be because the teachers are concentrat-

ing more on the first and second year students. One person said that it is easy to inter-

act with teachers that one knows better and has been dealing with more in the past.

These teachers are helpful and it is nice to interact with them. Interaction is more diffi-

cult when dealing with strange or more unknown teachers. Another person agreed that

it depends on the teacher whether it is easy to get in touch and get help. Two people

said that it is sometimes very difficult to e.g. get in touch with teachers and sometimes

you don’t get a response to e-mails even if you contact them several times. They poin-

ted out that it is a lot easier to get results if one sees the person they are trying to reach

face to face and then asks for help or advice.

The interaction works well in general. Sometimes there are certain
problems concerning the information flow. But in my opinion it is not
difficult to approach the teachers.

Only one student had a quite negative opinion about this matter. She said that there is

not much interaction between the students and the teachers and that nothing is told

you unless you specifically ask for some information. She said that it is partly due to

the fact that she had not spent that much time in Mankola and therefore did not have

so many personal contacts with the teachers.
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Internal communication can be seen as a part of the interaction between students and

the personnel. According to Junttila (2007) the internal communication in the Jyväs-

kylä University of Applied Sciences and in the Degree Programme in Facility Man-

agement and Consumer Communication has experienced changes during the last few

years. Prior to the spring of 2005 the internal communication was handled mainly

through e-mail but an intranet was also in use. The intranet was for both the students

and the staff which was problematic. The intranet was confusing and students must

have felt that there was a lot of irrelevant information for them. Therefore at that time

e-mail was the most efficient means of communication also in the Degree Programme

in Facility Management and Consumer Communication. As the school noticed that the

system did not work, a new intranet was launched in spring 2005. It was called study

path and it is meant only for the students. Also a new intranet for the staff was intro-

duced after that. The point was to make the intranet clearer and more efficient for the

students but the introduction of the study path was not a success. This was due to the

fact that it was launched in the middle of the school year and not enough information

was received by students and staff members about the new system.

The respondents had faced some problems with the new system but nobody had very

negative feelings about it. Most students said that the transfer phase when the system

was introduced was the biggest problem. Students felt that they were not informed

enough about where to find all the information and how the system operated. So the

launching of the new system seemed to be the problem, not the system itself.

In general the interviewees were quite neutral about the new system: three people said

that the new system is very good, one person said that it does not work at all. Three

people also said that one can always find the necessary information when one searches

for it long enough. The students seemed to trust that they will be able to find the ne-

cessary information when needed, even though sometimes they are not aware at first

where to look for. It could be that today’s students are so used to searching for inform-

ation on the Internet and other sources that it is easy for them to adapt new systems.

Students have also learned that information is not handed to them on a plate, but they

have to discover it for themselves. Perhaps this also makes it easier for students to use

different systems e.g. intranets.
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6.5 The exchange period

Seven of the respondents had done an exchange period in Hanzehogeschool Gronin-

gen, Holland. Two respondents studied there for one academic year. Four students

spent there one semester, which equals to about six months. One person first studied

there for a year and then did her work training (5 months) spending altogether 1.5

years in Holland. One person did not do an exchange period abroad due to personal

reasons. Because all the seven students did their exchange periods in Holland as a part

of the studies, everyone’s experiences are naturally related to Holland as a country and

Groningen as a city. Because everyone also attended the same school it is easier to

compare their reflections on the exchange period. On the other hand the fact that all

exchange periods were done in the same location does not provide a very extensive

view about the matter. However, as this survey is limited to the students of the Degree

Programme in Facility Management and Consumer Communication, it is sufficient

that the results reflect the experiences of these students without the need to generalize

the answers.

All the respondents were given a chance to talk about their feelings and opinions

about the exchange period. A common view shared by all the respondents was that the

exchange period was a positive experience. Generally the students were satisfied with

the quality of education in Hanzehogeschool. As already mentioned earlier, five stu-

dents said that they preferred the education in Groningen to that in Jyväskylä. Here are

some comments respondents had  about the exchange period:

It was absolutely a great experience! Teaching in Holland was a lot
more concrete than in Finland and one had to really work in order to
pass courses. I learned the most important things while I was there.

It was a positive experience. It was the time of personal growth; I had to
become more independent in order to cope in a new environment.

I did not have problems; the only thing causing a culture shock was the
apartment. But the school was great and the quality of education high.
In that sense the experience gave me a lot.

The biggest problem that students seemed to face was the low quality of housing. Four

people mentioned that they had been extremely disappointed in the housing arrange-

ments in Holland. One person told about living in a totally shocking conditions; she
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lived in a poorly equipped trailer with heating problems, inadequacy of warm water,

inexistent sound-proofing, rats and many other problems. She was luckily able to

move to another apartment after a few months. Also another person told that she had

found a new place to live because of the low quality of the apartment that was first ar-

ranged for her. The conclusion can be made that the big amount of housing problems

cannot merely be a coincidence but that the problems are related to the situation and

student housing system in Groningen, Holland.

Two respondents mentioned that they were a bit surprised about the big amount of

studying while in Holland. They had expected the exchange period to be more relaxed

but they found out that the school was very demanding. One person saw this mainly as

a positive thing but the other  said that this left her a negative feeling about the school.

Two persons mentioned that they had had problems with the organisation of their

studies while abroad. One said that the information flow between Jyväskylä and

Groningen had not been working and due to that it took a lot of time for her to try to

arrange the things for herself. The other said that the courses she was supposed to take

had not been organised by Hanzehogeschool at all and that the teachers and the staff

in Jyväskylä were unaware of this. Trying to sort out these problems was very stress-

ful for her because, as she said: ‘nobody knew anything’. She would have hoped to get

more support from the school, and at the end she had to decide for herself what to do.

6.6 Studying in a foreign language and understanding

Studying in a foreign language has its own benefits and naturally also challenges. All

the students interviewed had naturally good English skills to start with, and all had

studied English in comprehensive school and in upper secondary school (lukio in

Finnish). Five of them had either studied English after that or lived abroad before en-

tering Jyväskylä University of Applied Sciences. It came out from the interviews that

none of the respondents had had problems with their studies because of inadequate

English language skills. All respondents also stated that they did not have problems in

understanding matters even though they were taught in a foreign language. The major-

ity of the respondents said that they were confident that they would get along well

with their English skills when they started their studies. A couple of people said that

they were a little bit excited to see what would be the level of English of their class-

60



mates, but only one person mentioned that she was at first unsure whether her own

language skills would be adequate.

Three people had had problems related to understanding how to do certain assign-

ments. This was however due to the unclear instructions – not the fact that they did

not understand English. One respondent said that she has had to use more time in do-

ing assignments than she would have if she was studying in Finnish. However, she

feels that the use of a foreign language has not slowed down or cumbered her learning

process. One person said that she had expected the studying to be more demanding

than it had actually been. One respondent said that she had not had problems with her

own language abilities but she had been bothered about some of the teachers’ lan-

guage skills. She said that she sometimes had to think when writing an essay or an as-

signment whether the teacher would understand her if she used some more complic-

ated structures or ‘fancy’ expressions. Another person said that she had not had any

problems with the language when studying in Finland and that she got used to study-

ing in a foreign language very quickly. However, she had faced some problems when

studying in Holland; she had felt quite desperate in many occasions there because of

the difficulty of the studies. In addition, two people mentioned that at first there were

some challenges but their language skills developed quickly:

In the beginning there were some concepts that I did not know and I had
to spend some time with the dictionary. But I learned the necessary
things during the studies and did not have any bigger problems.

At first my own speaking skills were a bit rusty but they soon improved
as I had to use English more. But I did not have problems with under-
standing things in English or coping with my studies in a foreign lan-
guage.

6.7 Language skills and their development

The respondents were asked to reflect on their expectations and experiences about the

development of their English language skills during the studies. Three interviewees

said that they definitely had expectations but they could not point out how they expec-

ted their language skills to develop. The majority of the respondents expected their

speaking skills to improve and become more fluent, and indeed this had happened.

Everyone mentioned, also those who had no expectations, that their speaking skills
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had either improved during their studies or that they had gained more confidence in

speaking. Half of the respondents mentioned that their vocabulary had become more

extensive, especially vocabulary concerning tourism, communication, consumer is-

sues, and vocabulary one might need in working life. Three respondents mentioned

that their writing skills had improved; one of them said it was thanks to the academic

literature she read during her studies.

Well, at least I think that my English has improved. Yes, I can say that it
is much better now than it was during the first year of studies.

Well, it [language skills] has to have improved. If you think that you
would have chosen a Finnish programme you wouldn’t have used Eng-
lish this much. I have been able to maintain the level of English because
English has been used in school almost every day.

I expected speaking to become more fluent and that academic writing
would become easier. This is exactly what has happened, and also my
vocabulary has extended enormously.

In the beginning of the studies speaking was a bit problematic to me but
otherwise my language skills were good. I have gained a lot more self
confidence in speaking and dare to speak more in English now.

I have become a more confident speaker and on the other hand I have
realized that everyone makes mistakes and so do I. That’s life.

I don’t know if my language skills have improved or not, but at least it
has become easier to use English.

Five students mentioned that the amount of feedback received from the teachers about

the students’ language skills was very small. Four of them had hoped for more feed-

back e.g. about their written assignments. They said that it would have been easier to

develop their language skills if they had received some feedback. It was also men-

tioned that it is difficult for the students to asses their own language skills and that

feedback from the teachers could help to avoid some mistakes that might be unnoticed

by the students themselves. One person was of the opinion that it is possible for the

students to improve their language proficiency by reviewing their own texts and mis-

takes. On respondent also said that she understood that some teachers were not willing

to give feedback because they did not have so good language skills themselves that

they could have done that.
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It would have been great to get some feedback. Because when you do
something, e.g. with Word, it checks your mistakes and so, but of course
this doesn’t mean that your language is like a native person’s English.

I received feedback quite rarely. In the English classes we got some feedback
but not that much. It would have been useful so that you wouldn’t get a false
impression about your language skills.

Two people mentioned that they had hoped the degree programme to contain more

English language studies. One person said that she had expected English language

studies to be emphasized more in the programme, and that one really speaks English

fluently after the education. However, she felt that this had not been  entirely true;

there was not that much concentration on the language aspects in the programme.

Therefore she was a bit disappointed. She also expected the studies to contain more

business English and to learn more  how the language is used both in verbal and writ-

ten contexts. Another student had expected that English language courses would be

offered continuously throughout the studies, but the emphasis had been in the begin-

ning of the studies. Opposite to these opinions, one student said that there was no need

for more English studies. She said that she had learned enough in upper secondary

school and that the few courses offered by the Jyväskylä University of Applied Sci-

ences are enough.

Proficiency in other languages was also mentioned by one student. She pointed out

that her skills in other languages, mainly in German and Swedish, had deteriorated a

lot during these studies because she has not had to use them. She said that she would

have hoped for more compulsory Swedish courses and also that some other language

would be compulsory to the students studying in English. She said that the school

should offer language courses also to more advanced students e.g. those who have

already studied a foreign language for several years in comprehensive school and up-

per secondary school.

Three people had not expected their language skills to develop that much. One of

them said that she expected her language skills to develop only a little; in her opinion

she already had good English skills. She did not feel that she had learned much new

during this education but she has been able to maintain her language skills. The stud-

ies have made her confident that she can get along in all situations in English. Another

respondent said that she already had such good language skills that she did not expect

them to develop. She merely thought that this education could be a way to maintain
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her English skills. However, she admitted that she had learned new vocabulary and

improved her presentation skills in English. The third person said that she had not no-

ticed that her language skills would have developed a lot. She said that her knowledge

of grammar was much better in high school because there grammar was emphasized

so much. She did not, however, hope for more grammar teaching in this programme

because one can always study it on her own if necessary. What she had gained through

this education was practical concepts and writing skills. It seems that even though

these interviewees did not have much or any expectations, they still learned something

new. Therefore it can be said that in their situation their expectations were met or even

exceeded.

Especially writing skills have improved. Now it feels funny if I have to
write something in Finnish; it’s a lot more natural to write in English.

I had lived abroad for ten moths before I started my studies, so my basic
English skills were fine. It just doesn’t develop if you live in Finland. But
of course I have learned some new vocabulary.

In conclusion, the majority of the interviewees had expectations but they could not

specify them to a great extent. Improving spoken English was the most common indi-

vidual expectation that the respondents had. The results in this respect show that all

the students feel that their spoken English skills have either improved or that they

have become more confident speakers. Many interviewees mentioned that it is easier

for them to do presentations in English now. The survey shows that the studies have

been able to offer the students possibilities to practice and accordingly improve their

spoken skills. The students’ expectations were met and even exceeded, therefore it can

be said that the degree programme has been successful in this sense. Vocabulary was

the second major thing that had developed through the studies. Half of the respondents

mentioned that their vocabulary had improved a lot. Three people mentioned that their

writing skills had improved. Perhaps the fact that no huge progress was mentioned by

any of them students is due to the fact that everyone already had good proficiency in

English when they started their studies. Another reason could be that it is difficult to

compare one’s current language skills with those three to four years back. Naturally

the true progress cannot be measured objectively, although that would be a very inter-

esting subject to study.
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6.8 Benefits of an English degree programme

Several benefits of the programme came up during the discussions and have been re-

ported also in earlier parts of the text. In order to specify them the respondents were

asked to mention the biggest benefits related to studying in an English degree pro-

gramme. Some of the benefits mentioned by the students were related to this degree

programme as a whole, without emphasizing the language aspect. However, the bene-

fit that showed to be the most significant one according to the respondents is

something that is generally related to the benefits of English degree programmes. This

is the development of language skills, which was also one of the main reasons why the

interviewees applied to this programme in the first place. Seven respondents men-

tioned this as the biggest or one of the biggest benefits of studying in this programme.

Once again the students emphasized their spoken English skills and their improvement

during the programme.

Four people mentioned that the international aspect of the programme is a benefit.

Having international students to study with has offered the opportunity to get to know

other cultures and also make friends with people from all over the world. Two stu-

dents also praised the solidarity of the students and the good atmosphere of the pro-

gramme.

It was great to have some international students in our group. That way
you get in touch with different cultures right from the star.

If you haven’t had a lot of experiences in international settings before,
you can really gain a lot from this programme in that sense.

I have made friends with a lot of new people, both Finnish and foreign.
The solidarity among the students has affected positively the study atmo-
sphere.

The exchange period abroad was seen as one of the benefits of the programme. This

point was mentioned by three students. One of them praised the school’s exchange

network and said that it was easy to go abroad and that the exchange was organised ef-

ficiently. As already mentioned, the exchange period was considered to be a positive

experience by all the students.
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Better employment opportunities abroad were mentioned as a benefit by two students.

They said it might be easier for the students of international degree programmes to

find work abroad than those who have studied in Finnish. It was also mentioned that

employees in Finland will probably also appreciate the fact that one has studied in

English. According to one interviewee it is also easier for the students of international

programmes to go abroad because they have already experience in different interna-

tional settings.

The freedom to choose and study courses that are of one’s own interest was a benefit

mentioned by two students. One person said that this degree looks very good on paper

which might prove useful in the future. According to another student it might also be a

benefit that the Degree Programme in Facility Management and Consumer Commu-

nication is not that well- known, because then the employers will not know what it

contains. One person said that she has learned to handle stress much better thanks to

these studies and does not feel so overwhelmed than before when there is a lot of work

to do. She also said that her computer skills have improved significantly.

To conclude with it can be said that according to the interviews, and quite logically,

by far the biggest benefit of the programme is the fact that the students’ are able to

maintain and develop their English language skills. The international aspect and con-

tacts with people from other cultures was mentioned by half of the respondents as an

important benefit. The exchange period abroad was brought up by three students at

this point. Other individual aspects mentioned were listed above and it can be seen

that the students actually have quite different views about the matter. It depends

strongly on the person what she feels is beneficial to her.

6.9 Problems of an English degree programme

Several problems and disadvantages were also  mentioned by the respondents in many

points during the earlier themes. In addition to these, the interviewees were asked to

think about the biggest problems and disadvantages that are connected to studying in

an English-Language-Taught degree programme. The answers varied quite a lot and

once again, part of the answers was related to this programme in general without em-
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phasizing the fact that it is an international degree programme. Four respondents men-

tioned that the biggest problem is definitely the fact that teachers have inadequate lan-

guage skills. This point was discussed in more detail in part 6.3 and it was already

mentioned that every interviewee mentioned this problem during the interviews. It

seems that one half of the respondents classify this as the biggest problem in the de-

gree programme, and the other half sees it as a problem among the others. However,

according to the answers the teachers’ inadequate language skills seem to be the

biggest individual problem brought up by the respondents. A descriptive example of

the problems caused by this is:

Sometimes it feels that because of the teachers’ inadequate English
skills it does not matter what you do. You’ll pass the course simply by
scrabbling something.

One person looked at the language issue from the student’s perspective. She made an

interesting comment about a disadvantage that students might face when studying in a

foreign language. It runs as follows:

It is sometimes difficult to express oneself, e.g. in exam situations when
you are not using your native language. It is naturally easier to explain
things in your mother language and if you simply don’t remember a
word or an expression, you might get stuck in one point. Then you just
give up thinking and that will affect negatively in the end result.

Two persons mentioned the vagueness of the programme with respect to its contents

as a problem.  One student said that the problem was that the programme consisted of

so many different subjects that it was unclear for her what she was actually studying.

She said that the programme has clearly failed in offering the students studies that

would train them to be experts of a certain field. She also mentioned that she would

have needed and wanted more help and guidance from the school during her studies.

Also many changes in the personnel made her confused about who to talk to. The oth-

er student mentioned that sometimes it feels that the English programme was invented

only because the school wanted an English programme. Other issues, like the content,

had been left half-way. A problem related to this that was mentioned by a third student

was that the degree name is too vague and unknown by employers. Students can face

difficulties when trying to explain that e.g. in job interviews.
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One student said that one of the biggest problems was that there were not very much

international students in the programme. She said this might be because of Jyväskylä

as a location and that the situation might be totally different in other international de-

gree programmes. However, she feels that in order for the programme to be truly in-

ternational there should be more foreign students. She said that they should be more

committed to stay here and study for several years, but this can be problematic. She

feels that it was good that there were at least some foreign students around although

she had hoped for more. She also mentioned that it is a problem that the students’

starting levels are quite different when they come to the programme, especially what

comes to their language skills. She had noticed that some foreign students did not un-

derstand that much and that this had caused some problems.

An interviewee said that the amount of courses offered was quite limited and that it is

probably bigger in the Finnish programmes. She also thought that the students study-

ing in Finnish programmes had more practical projects as part of their studies and that

when they graduate they are more ready to enter the working life than the international

students. She feels that the content of the English programmes might be worse than in

the Finnish programmes.

In conclusion, many different problems were brought up by the respondents, including

the unclear content of the programme and the lack of foreign students. Clearly the

most significant problem, mentioned by all the respondents, was the fact that the

teachers have inadequate language skills. This affects the motivation of the students,

the atmosphere in the class and the quality of the whole programme. As mentioned

earlier, it is a serious problem that has a big effect on how the  students perceive this

programme and how satisfied they are with their education.

6.10 Final comments

Finally, the respondents were given a chance to say what was still on their minds

about the programme and subjects discussed during the interview. Five people wanted

to use this opportunity to speak. Their comments were in line with the previous find-

ings and here are some:
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Somehow it feels that you haven’t learned anything, but when you stop
to think about it you realize how much further you are compared to the
time you started. But time has gone by so fast.
For a long time it was unclear for me what this programme was really
about, and I even considered dropping out. The programme definitely
needs some clarity, especially the consumer communication part. It
needs to be  more clear what is it that we become of after this school.

I wonder why there even is an international programme and why the
school boasts about it and then the students are not satisfied with it. I
bet that not many students in our class are very satisfied with the pro-
gramme. I mean, why is the school forced to organise a programme
which does not work at all?

The programme is good on paper but the realization is not that good. It
is a difficult situation when teachers cannot be found and then students
have to wait for a first year course for three years.

As a whole the programme has been quite good and international. Eng-
lish courses were good, but sometimes the content of some courses was
bad. Sometimes the communication with teachers did not work. Other-
wise I liked it, even though now I just want to graduate as soon as pos-
sible.
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7 DISCUSSION

7.1 The central research findings

The purpose of this study was to find out what it is like to study in an English-Lan-

guage-Taught degree programme. The subject was examined from the students’ per-

spective, through their expectations and experiences. The following research questions

were used: What kinds of expectations do the students have concerning studying in an

English degree programme and how does the reality correspond with these expecta-

tions? What kinds of advantages and disadvantages are related to studying in an Eng-

lish degree programme? This part aims to answer the research questions by presenting

the most central results of the research and relating them to the theoretical part.

In general, the respondents did not have a lot of expectations of the programme. This

is probably due to the fact that many of them had only a limited amount of informa-

tion about the programme, and thus did not have a clear picture about it. The inter-

viewees seemed to have what Ojasalo (1993) calls fuzzy expectations. Customers with

fuzzy expectations expect a service provider to solve a problem but they do not have a

clear understanding of what should be done (Grönroos 2000, 90.) The results indicated

that the students perceived that there was a need for a change of the current stage in

general, but they did not have a clear picture of what should be done and how. As the

students continued to have these fuzzy expectations throughout their studies and the

service provider i.e. the school did not seem to try to make these expectations explicit,

and fulfil them, the students remained unsatisfied. The existence of these fuzzy ex-

pectations throughout the whole study time is something that the school should take

seriously and plan action to improve the situation.

The interviewees had also some explicit expectations about the programme. Accord-

ing to Ojasalo (1993) explicit expectations are clear in customers’ minds in advance of

the service process, and they can be either realistic or unrealistic. The respondents ex-

pected there to be more teachers who speak English as their native language as well as

more foreign students. These two matters were mentioned by the majority of the re-

spondents and they indicated to be issues that caused disappointment to the students.

As Grönroos (2000, 91) points out the service provider should be very careful when
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giving promises to customers, especially in the beginning of the relationship. This

should also be noted by the school when marketing the programme.

All the interviewees mentioned that one reason why they chose this programme was

because it was taught in English. They thought that this fact adds value to the pro-

gramme and will benefit them in the future. For many students this was in fact the

most important reason to choose this programme. Several respondents mentioned that

they expected to improve their language skills as well as chances of finding work

abroad through the programme. An international degree programme and an interna-

tional atmosphere were mentioned as important reasons to apply by five interviewees.

As mentioned earlier, the reality of the programme did not meet the students’ expecta-

tions when it comes to the programme being an international one as the number of for-

eign students and native English teachers remained relatively low. Similar opinions

were aired also by students participating in Nahan-Suomela’s (2001) survey; some

students would have hoped the programme to be more international and most students

also hoped to have more native English teachers. The need for more native English

teachers was also mentioned in Vartiainen’s (2000) study.

As regards to the students’ expectations about the improvement of their language

skills, it can be said that their expectations were met and some even exceeded. Im-

proving spoken English was the most common individual expectation that the re-

spondents had. The results show that all the students felt that their spoken English

skills had either improved or that they had become more confident speakers. The

vocabulary was the second major thing that had developed through the studies; half of

the respondents mentioned that their vocabulary had improved a lot. Three people also

mentioned that their writing skills had improved. The survey shows that the studies

have been able to offer the students possibilities to practice and accordingly improve

their spoken English skills. Therefore in this sense it can be said that the programme

has been successful in meeting the customers’ expectations. However, as Tella and co-

workers (1999, 67) point out, the students’ oral communication skills and self-confid-

ence in speaking is enhanced by the extensive use of English and e.g. practical place-

ment abroad, but the second component of good language proficiency, accuracy, may

remain lower than what could be easily achieved in a TTFL programme. In this study

only the students’ subjective view on how their language skills have developed is
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available. This, however, seems to support the statement made by Tella and co-work-

ers.

The students were unanimous that they would have wanted their studies to be guided

better. All respondents felt that they did not get enough help and tutoring from the

school during their studies. Issues that were mentioned included the lack of proper and

individual planning of the studies, need for more personal discussions with the person-

nel and more information about how to organise one’s studies according to own in-

terests. It seems that it is possible to organise one’s studies according to personal in-

terests and wishes at least to some extent, but this opportunity was not emphasized

enough by the school, as far as some respondents were concerned. The results clearly

showed that the students would have wanted more guiding and tutoring offered by the

school without them having to ask for it. Several people mentioned that help was

available only when one knew where to ask for it. Similar findings can be found also

in earlier research. Räsänen (1999, 23) mentions that the lack or inadequacy of avail-

able support systems is a potential problem among programmes taught through a for-

eign language. According to the results of Vartiainen’s study (2000) international stu-

dents feel somewhat alone with their problems; this is due to the altered role of study-

ing, which has led to an increase in self-studying and need for more independence.

The majority of the interviewees did not mention any problems with the organisation

of the studies. However, two people felt that the students were not considered enough

when organising the studies. They mentioned problems related to timing of the

courses and the lack of suitable teachers. The issue that came out most clearly was that

the students would have needed more help from the school when arranging their work

practice. This was important especially for the students who were trying to find a

work place abroad. Vartiainen’s (2000) and Munaita’s (2002) studies also revealed

that international students have difficulties with work placement arrangements abroad.

The content of the programme was criticized by three respondents. They mentioned

that it was unclear for them what they were studying and that the content did not meet

the expectations they had about it according to the marketing material. There would

have probably been a lot more discussion about the programme’s content among the

respondents, but the subject was considered to be of less importance in this thesis and

therefore was not discussed in more detail. Also Vartiainen’s (2000) study showed
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that students experience difficulties deriving from planning and implementation of the

curriculum and the programme.

According to the results the level of teaching seems to be neither very good nor that

bad. By far the biggest problem mentioned by the respondents was the inadequate lan-

guage skills of the teachers. This point was mentioned by all of the respondents. In the

model of the quality in education presented previously teaching was one of the

sources of the quality in education. If the students are dissatisfied with teaching it is

bound to have a negative impact on the perceived educational quality. The author feels

that the school should not settle for providing education that is on an adequate level

but it should pursue to improve teaching in various ways in order to improve the gen-

eral quality of the programme. One of the major things that need to be concentrated on

is clearly the teachers’ language skills. These are, as can be seen from the results, of a

significant importance in an international degree programme. The inadequacy of the

teachers’ language skills is something that is recognized very well in the field. Several

research results support the statement that teachers’ inadequate language skills are a

problem in international degree programmes (See e.g. Räsänen 1999; Vartiainen 2000;

Nahan-Suomela 2001). Also more assessment of proficiency of teaching in a foreign

language would be needed (See Maiworm & Wächter 2002; Takala 1994).

Another element of the quality in education-model is learning and learning to apply

knowledge. Defining what had been learned seemed to be quite difficult for the re-

spondents and no significant consistency was found in the answers. Many respondents

said that they had learned a lot but that they could not call themselves experts in any

field and that the future would show what they actually had learned. Only three people

said that they had been able to apply the acquired knowledge into practice.

The overall feeling among the respondents about the interaction between the students

and the personnel was quite neutral. The majority of the students were generally satis-

fied with the level of interaction. However, the results showed that the interaction

could clearly work better. The students felt that they were the ones who had to take

the initiative in order to get things done. It was mentioned by several respondents that

they had hoped there to be more communication with the school. Difficulties in the in-

formation flow of the institution was mentioned also by Räsänen (1999, 23) and Varti-

ainen (2000, 55). The respondents had no significant problems or negative feelings
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about the internal communication system of the school. The only thing that was criti-

cized was the inadequate information received by the students about the launching of

the new school intranet.

The exchange period in Holland was seen as a positive experience by all the students

who went there. Generally the students were satisfied with the quality of education in

Hanzehogeschool, Groningen. Five students mentioned that they preferred the educa-

tion in Groningen to that in Jyväskylä. There were also some problems related to the

exchange period, mainly housing problems and communication problems between

JAMK and Hanzehogeschool.

In conclusion it can be said that the quality of education in the programme is on an av-

erage level. Different aspects presented in the model for quality in education were dis-

cussed and several problem areas were indicated. All these have an effect on the total

perceived quality in education. Therefore it is important for the school to focus on

each of the variables presented in the model and improve the problem areas. In gener-

al the reality did not correspond very well with the students’ expectations about the

programme. This can be seen e.g. in the students’ feelings of disappointment about the

number of foreign students and native English speakers, the inadequate amount of

guidance offered by the school and in the general opinions that students had about the

programme. Räsänen (1999, 23) also mentioned that the mismatch between aims, im-

plementation forms and expectations is something that can be problematic to pro-

grammes taught through a foreign language.

7.2 The major advantages and disadvantages of the programme

According to the respondents, by far the most significant benefit of studying in an

English degree programme is the development of the students’ language skills. Seven

respondents mentioned this as the biggest or one of the biggest benefits of studying in

this programme. The students said that especially their spoken English skills and

presentation skills had improved during the programme. Other benefits mentioned

were the international aspect of the programme, the exchange period abroad and better

employment opportunities abroad. It was also mentioned that the international and

language aspect of the degree will be a benefit also in the labour market in Finland.
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The benefits that came up in this study are in line with the benefits mentioned in the

theoretical part.

The results indicated that there are several problems related to the programme. Ac-

cording to the students the biggest individual problem is the inadequate language

skills of the teaching staff. This in turn has a very negative impact on teaching. As

mentioned above, the results showed that the teaching is only on an average level. Ac-

cordingly, the teaching variable being an important source of quality in education, it

affects negatively  the whole perceived quality in education. The other source of qual-

ity in education, educational organising and guiding, seems not to be on a very high

level either. The students did not have that negative opinions about the organising of

the studies but the guidance offered by the school was clearly inadequate. This also

has a negative impact on the perceived quality of the educational service.

The way the students perceive the quality during the education process is affected by

the interaction between the personnel and the students. According to the results the in-

teraction was on an adequate level but there were some problems concerning it that

were mentioned earlier. The vagueness of the content of the programme was a prob-

lem that was mentioned by a couple of students in this study and it has also been re-

cognized earlier in Munaita’s (2000) study. Tella and co-workers (1999, 65) also re-

commended that more attention should be paid to the reasons why TTFL programmes

are established. The quantity of the programmes is admirable but the standard of these

programmes should be updated.

7.3 Suggestions for future

Several ideas on how the Degree Programme in Facility Management and Consumer

Communication could be improved came up in this study. Some of these suggestions

can be applied for international degree programmes in general. It is obvious that more

attention should be paid to teachers’ language skills. Teachers for the programme

should be selected more carefully and the number of native English speakers, if pos-

sible, should be higher. There should be some training available for the teachers that

would concentrate on teaching content through a foreign language. There should also

be support systems for teachers. The teaching itself could also be developed and new

75



methods of teaching introduced. The language aspect of the programme should re-

ceive more attention; English should not be regarded merely as a tool and the potential

of an English-Language degree programme in developing students’ language skills

should be exploited better. More concentration also on other aspects of the language

than speaking skills would be useful. Increasing the amount of feedback on students’

language skills would also be beneficial. Also the amount of international students

should be on such a level that the programme really is international. The guidance of

the studies is not adequate and this should be noticed by the school. Also more help in

the students’ work placement arrangements is clearly needed, especially for the stu-

dents going abroad. The vagueness of the content of the programme is something that

has to be acknowledged by the school, and the marketing of the programme also needs

more attention.

Due to limited resources this thesis covered the opinions of the students of only one

degree programme. However, it would be interesting and useful to study international

degree programmes in a larger context in order to develop them. For example Jyväs-

kylä University of Applied Sciences would benefit from an extensive study which

would cover all the international degree programmes offered by the school. This

would help in discovering the problem areas and improving the quality of these pro-

grammes. The subject of the quality in education is also something that is definitely

worth more research. Educational institutions offer an important service to their cus-

tomers i.e. students and their satisfaction should be a priority. Models similar to those

that were presented in this thesis could be used and also developed further in order to

estimate the quality of different educational institutions and programmes.
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APPENDICES

Appendix 1: Interview themes

Students’ expectations prior to studies

How has the reality corresponded with these expectations (Participants can answer

freely but the following points will be discussed)

Educational organisation and guiding

Producing educational service/teaching

Learning and learning to apply knowledge

Interaction between students and personnel

Coping with studies/assignments

Understanding through a foreign language

Interacting with people from different cultures

Exchange period and work placement

The development of language skills

Problems/disadvantages related to studying in an international degree pro-

gramme

Benefits/advantages related to studying in an international degree programme
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