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Title: Managing the Expectations & Perceptions of International Students


“The Leadership Foundation Fellowship has greatly benefited the University by raising awareness within the senior management of the need for strategic change.  Through reviewing and instigating changes in our practices and behaviour, the Fellowship has helped to implement and embed the University’s strategy”            

Christopher Snowden, Vice-Chancellor

ii. Methodology
To meet the aims and objectives of the Fellowship, the following three distinct tasks were identified and the project was overseen by a project board involving key academic staff, support staff and students from around the campus.
· The need to review existing research on the perception of international students – this was achieved by gathering and collating information from conferences (attendance funded by the project) and through a literature review of internal and external sources undertaken by the project team.   Research and conference proceedings based on data gathered prior to 2004 were excluded.

· To engage with and survey University of Surrey students – A small student project team was recruited (led by the Students Unions’ International Officer) to promote the running of the ISB survey, to stimulate conversation and to support focus groups.  All international students at the University of Surrey were e-mailed and a student facing website was developed. http://www.ussu.co.uk/say
· To address the findings of the research and student feedback – A final project report, with recommendations for action, will be presented to the University’s Operations & Planning Committee, and subsequently to the University Executive Board.  

iii. What worked well
· The engagement with students - the peer to peer approach used to connect with students resulted in a higher than average response rate in the autumn and summer waves of the ISB survey.
· Senior Management Support - as a result of the Fellowship senior management agreed to release a further £14,000 in support of the project to fund the ISB survey.  A further £7,000 of support was provided from the International Affairs, Educational Liaison and Widening Participation Offices.
iv. Key aspects which aided the transition from strategy to embedding
The main factors that have helped to move the university towards embedded change have been a number of small changes in institutional practice and productive one to one meetings with key senior academic and administrative staff members.  

· Example of a change in institutional practice – As a result of the project and discussions with the Director of Marketing, the ISB has been adopted by the University.  This will ensure that we have a continuing flow of data to using in monitoring the perceptions and expectations of international students.     
· Example of one-to-one meeting – Following discussions with the Director of Library and Learning Support Services, the Leadership Foundation Project was presented to all Library staff.  There will be a follow-up meeting to review data and discuss how the Library can contribute to managing the perceptions and expectations of international students.
v. What didn’t work well
· Timing of second survey – maintaining student engagement over the year was difficult as demonstrated by the below average response rate to the spring survey..
· Engaging with staff – during the course of the project, the University underwent a significant period of restructuring.  The associated uncertainty meant that it was difficult, on occasion, to fully engage colleagues.
vi. The impact of your project on the organisation
· Totally new Introduction Material for International Students – as a result of the project, an interactive CD and web-tool re-vitalising the international student pre-arrival information was developed.  This CD outlines the structure of the university, learning and teaching methods used, provides local information and details where students can find information and advice.  This involved collaboration across the University to provide an innovative way of managing international student expectations and perceptions.
· Profile of the international student experience – the awareness of the international student experience and the relative importance of various elements has increased in the organisation and will be used to inform future decisions.  The final report will be delivered to the University’s Operations and Planning Committee in September, with recommendations on how to progress a number of issues.
vii. Lessons learned
· £30k doesn’t go far – To instigate strategic change needs real investment from the institution.  The Fellowship has provided the initial spark, but the process of change will be over a number of years and is likely to cost a bit more!
· Success – It is difficult to measure success against the original objectives at this stage and it may have been over ambitious in retrospect.  However, knowledge and awareness clearly has significantly been raised and there have been behavioural and operational changes implemented.  The project will formally report to the University’s Operational and Planning Committee in September, with clear recommendations.  The Fellowship has galvanised the University into action and should bear fruit for a number of years to come.

Bernard Weiss


Pro-Vice-Chancellor


University of Surrey
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