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ABSTRACT

EXPLORING THE QUALITY OF EDUCATION IN THE CONTEXT OF
INTERNATIONALIZATION:
SATISFACTION & LEARNING EXPERIENCES OF INTERNATIONAL
STUDENTS IN KAZAKHSTANI UNIVERSITIES

SMAILOVA, Zhanar
MSc., Department of Educational Sciences

Supervisor: Assoc. Prof. Dr. Serap EMIL

August 2022, 132 pages

Internationalization received great attention from researchers in the last three decades,
but research on this topic and international student satisfaction particularly in
Kazakhstan has received insufficient attention. Thus, the purpose of this study was to
close this gap by exploring the satisfaction and learning experiences of international
students in Kazakhstani universities in terms of quality of education. The HESQUAL
model was applied as a theoretical framework to this study that includes administrative
quality, physical environment quality, core educational quality and support facilities
quality. To address the issue, 15 international students from 3 universities in the Nur-
Sultan area were interviewed to identify factors of educational quality within the
HESQUAL model that satisfy and dissatisfy participants as well as to reveal what
factors need to be improved to enhance the educational quality of universities. The
findings suggested that among all factors of educational quality academic dimension
has the greatest impact on international student satisfaction while other factors also
influence satisfaction to some extent. The results demonstrated that the language

proficiency of academic and administrative staff needs to attract special attention from
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university administration since language deficiency negatively affects international
student satisfaction with the educational quality of universities. One more important
issue was revealed in terms of course content and curriculum: despite the introduction
of the system of elective courses at two universities, it does not work. So, the
university administrators need to address the issues revealed in this study and also
promote a high level of collaboration among different divisions to improve
educational quality in Kazakhstani universities in terms of enhancing their

competitiveness.

Keywords: Internationalization, Higher Education, Educational Quality, International

Students Satisfaction, Learning Experiences



Oz

ULUSLARARASILESME BAGLAMINDA EGITIM KALITESININ
INCELENMESI:
KAZAKISTAN UNIVERSITELERINDEKI ULUSLARARASI OGRENCILERIN
MEMNUNIYETI VE OGRENME DENEYIMLERI

SMAILOVA, Zhanar
Yiiksek Lisans, Egitim Bilimleri Boliimii

Danisman: Dog. Dr. Serap EMIL

Agustos 2022, 132 sayfa

Uluslararasilagma son otuz yilda arastirmacilar tarafindan biiyiik ilgi gormiis, ancak
bu konudaki aragtirmalar ve 6zellikle Kazakistan'da uluslararasi 6grenci memnuniyeti
yeterince ilgi gérmemistir. Bu nedenle, ¢alismanin amaci, Kazakistan
iiniversitelerindeki  uluslararasi  6grencilerin  egitim  kalitesi  agisindan
memnuniyetlerini ve 6grenme deneyimlerini anlamaktir. Yiiksekogretimde egitimin
idari destek, fiziksel ¢evre, temel egitim ve destek tesisleri kalitesi boyutlar1 agisindan
incelenmesini iceren HESQUAL modeli teorik cerceve olarak kullanilmstir.
Arastirma, Nur-Sultan bolgesindeki 3 iiniversiteden 15 uluslararasi 6grenciyle,
HESQUAL modeline gore katilimcilart memnun eden ve tatmin etmeyen egitim
kalitesi faktorlerini belirlemek ve ayni zamanda egitim kalitesini artirmak i¢in hangi
faktorlerin iyilestirilmesi gerektigini ortaya ¢ikarmak igin gortsiilmiistiir. Bulgular,
egitim kalitesinin tim faktorleri arasinda akademik boyutun uluslararasi 6grenci
memnuniyeti tizerinde en biiyiik etkiye sahip oldugu, diger faktoérlerin de memnuniyeti

bir dereceye kadar etkiledigini gostermistir. Sonuglar, dil eksikliginin Gniversitelerin
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egitim kalitesi ile uluslararas1 6grenci memnuniyetini olumsuz etkiledigi ig¢in
akademik ve idari personelin dil yeterliliginin iiniversite yonetiminden &zel ilgi
gormesi gerektigini gostermistir. Ders igerigi ve miifredat acgisindan onemli bir
problem daha ortaya ¢ikti: iki tiniversitede segmeli ders sistemi getirilmesine ragmen
calismiyor. Bu nedenle, liniversite yoneticilerinin bu ¢alismada ortaya konan sorunlari
ele almalar1 ve ayrica Kazakistan iiniversitelerinde rekabet edebilirliklerini artirma
acisindan egitim kalitesini artirmak i¢in farkl boliimler arasinda yiiksek diizeyde bir

is birligini tesvik etmeleri gerekmektedir.

Anahtar Kelimeler: Uluslararasilasma, Yiiksekdgretim, Egitim Kalitesi, Uluslararasi

Ogrenci Memnuniyeti, Ogrenme Deneyimleri
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CHAPTER 1

INTRODUCTION

This chapter presents the background and rationale of the study and gives information
about the problem statement. It considers the importance of exploring international
student satisfaction with educational quality as a way of internationalization process
in Kazakhstani universities. After that, the purpose of the study is given with the
research question. The significance of the study is explained through its contribution

to the research field. Finally, definitions of the terms used in this study are explained.
1.1. Background of the Study

In recent decades, internationalization is becoming a significant phenomenon in higher
education all over the world due to increasing integration of national economies that
in turn entailed the increased demand for alumni with global perspectives and
international skills and qualifications (OECD, 2012). It also brought rapid changes
and developments in the educational field and determined its new trends (Altbach &
Knight, 2007; Kondakci et al., 2016; OECD, 2012; de Wit & Altbach, 2020).
Moreover, it influences the formation of strategies and policies at both national and
institutional levels (OECD, 2012). These changes include increased cross-border
education, massification, increase in student mobility, a diversified body of students,
multiculturalism, marketization, increased expectancy for quality, and higher
competition for a better pool of students and researchers (Gul et al, 2010; Polat, 2015).
It needs to be emphasized that the process of internationalization is becoming an
instrument that creates specific quality standards for the whole field of the higher
education and also give a basis for operation of world ranking organizations (AUR,
QS Star, WUR, Webometrics and other) (Komotar, 2018). Moreover, the national

economies of the host countries make tangible profits from internationalization that
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contributes to the development of their economies, education, and innovation systems
(Anwar, 2012; OECD, 2016).

According to Knight (2004), the phenomenon of internationalization in higher
education needs a common understanding of its definition to be discussed and
analyzed in a common and appropriate way and to advocate for increased concern of
its influence on the policy-making process in this field and academic leaders vision on
it. Speaking about the phenomenon of internationalization there are two approaches in
the way to define it. One of them considers it in terms of its function (DeLaquil, 2019)
and was proposed by Knight (2003). According to Knight (2003) internationalization
was defined as “the process of integrating an international, intercultural or global
dimension into the purpose, function or delivery of post-secondary education” (p. 2).
The definition proposed by Knight in 2003 is broader than proposed earlier because it
includes the national sector that could not be ignored in the current state of the higher
education field. Moreover, in the definition the author instead of terms of teaching,
research and service applied generic terms of purpose, function and delivery to create
a relevant definition for the sector and institutional level and also for the wide range

of providers in the higher education field.

The second view on the concept of internationalization defined it in terms of its
purpose and mission reshaping it in accordance with the primary purpose and mission
of higher education (DeLaquil, 2019). Thus, de Wit et al. (2015) proposed a wider
definition of this concept as a means to an end that is more relevant to the modern

setting:

The intentional process of integrating an international, intercultural or global
dimension into the purpose, functions and delivery of post-secondary
education, in order to enhance the quality of education and research for all
students and staff, and to make a meaningful contribution to society (p. 29).
Internationalization has a positive impact on the host country. One of the positive sides
of internationalization is a diversity that international students bring into HEIs because
they come with new perspectives, promote the cultivation of intercultural awareness

and interconnection within the campus and among community members (Lee & Rice,
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2007). According to Luo and Jamieson-Drake (2013), international students contribute
to the increase of engagement into intercultural interaction of all students, which in
turn can positively impact global competencies, leadership skills and enhance
intellectual development. Moreover, internationalization of higher education that
embraces contacts with international students and internationalization of curriculum,
has a positive effect on preparing domestic students for future career across the
cultures (Parsons, 2010) and is considered as an institution’s devotion to diversity and
global reach (Cantwell, 2015).

International students are also an integral part of the national reputation and contribute
to the institutional reputation, cultural enrichment and campus internationalization. A
recent study showed that the economic gain of international students to the United
Kingdom is 10 times greater than the costs (Ammigan & Jones, 2018). Thus,
international students bring economic advantage to the host country. Considering the
role of international students within the context of internationalization of higher
education, it is unwise to ignore wider societal benefits from international student
mobility that embraces preparation for skilled migration, addresses capacity building
or skills imbalance between the home and host country. Another implicit benefit is
soft support policies of countries to closer ties (Ammigan & Jones, 2018). Moreover,
highly literate international students might compete within local labor market with
host job seekers and supply knowledge creation, innovation and economic
performance (OECD, 2018). They also can deliver new perspectives and strengthen
cultural competence of the local student (OECD, 2017). Considering the advantages,
the internationalization of higher education becomes the main agenda in a growing
number of countries. Globally, the mobility of international students increased more
than three times, from 1.3 million in 1990 (OECD, 2015) with a forecast to hit eight
million by 2025 (OECD, 2018).

Internationalization is one of the factors that led to the emergence of a very
competitive environment in the field of higher education (Harvey & Williams, 2010).
It is also a major challenge that universities face as a result of the increasing mobility

of overseas students around the world. These challenges are both threats and
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opportunities for universities worldwide (Arambewela & Hall, 2009). As Chong and
Ahmed underlined (2015), the field of higher education has undergone unprecedented
changes in recent years. Most universities have to compete for the students securing
their share of the student pool nowadays because the students have a wide variety of
choices (Latif et al., 2017).

Due to these changes, universities aimed at student-oriented profiles and adopted
market-oriented principles (DeShields et al, 2005). To recruit the best talents from
around the world, the universities need to express the following special value
propositions: a strong research base, internationalization of universities, proper
academic programs and talented academic staff (Rasli et al., 2016). As a result, higher
education institutions (HEISs) are often viewed as providers of services while students
as their customers (Masserini et al, 2019; Martono et al., 2020; Pham et al, 2019).
Moreover, as a competition among higher education institutions becomes intense,
student satisfaction, loyalty, the image of the institution and other components that
prior were not in the focus of universities’ strategic plans become a key component of
their prosperity in the last decade (Dennis et al., 2016; Psomas et al., 2017). As a
consequence, HEIs are interested in evaluating the students’ experiences and the level
of students satisfaction with services provided (Darawong & Sandmaung, 2019;
Merola et al, 2019) because positive experience and high level of satisfaction have a
positive outcome for universities in form of “word of mouth” referrals and lead to
student retention and loyalty (Schneider, 2009; Arambewela & Hall, 2009; Thomas,
2011; Polat, 2015) and attracting more international students (Li & Kaye, 1998). Thus,
student satisfaction of international experience and loyalty became a long-term goal
that universities strive to sustain in the long run (Kashif & Cheewakrakokbit, 2018).
Moreover, according to Vergara et al. (2010), the satisfaction of both local and
international students has become essential for the sake of attracting and retaining
international students to move up in the university ranking system. So, since the field
of higher education is highly competitive, creating and delivering higher quality
educational services gained significant value in keeping a continued advantage (Polat,

2015). For the universities, it is essential to consistently monitor changes in students’



perceptions, expectations and satisfaction towards the perceived quality of universities

to guarantee long-lasting competitiveness (Bozbay et al., 2020).

The researchers also stated that in order to both recruit and retain international
students, the administration of host universities should deeply work on the
understanding these students’ experiences. The empirical literature confirms that host
universities that reflected on their practices and policies as a result of increased
understanding of international student experiences significantly improved the quality

of educational programs and state of students’ wellbeing (Leask & Carroll, 2011).

The analysis of students’ perceptions of education quality can be considered as an
instrument that can help to attract and retain students (Sultan & Wong, 2013). As Ali
et al. (2014) stated, international students have different cultural backgrounds and
differ from domestic students. They have to decide which university to choose, being
uncertain and having concerns about the correctness of the choice so overseas students
search for evidence of better education quality that universities provide. Thus, the
nature and importance of the quality of educational and non-educational services in
HEIs could not be ignored and needs to be investigated (Angell et al., 2008). Student
satisfaction is a crucial aspect of a successful university and can be applied as an
essential instrument in enhancing the perceived quality of educational and non-
educational services (Abdullah, 2006).

The world lives in the era of globalization and is subject to integration forces (Van
Damme, 2001), so the higher education system of any country including Kazakhstan
cannot exist in isolation. The internationalization of higher education in Kazakhstan
is a relatively new trend due to Soviet heritage when the system of higher education
was closed to influence from outside, but currently, this trend supported by the
government strengthens its scope and covers more and more new components. The
main feature of this process in Kazakhstan is that at this stage it is mostly carried out

on the governmental and ministerial levels (Kuraev, 2014).

As a post-Soviet state, Kazakhstan has a centralized system of higher education. The
government plays a central role in defining the educational policy through educational
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programs and the specification of curriculum standards (Heyneman, 2011). These
features of higher education in Kazakhstan did not correlate with the principles of
internationalization and particularly with the Bologna process (Tomusk, 2011). In
1997, Kazakhstan set a goal to reach the top 50 countries with the most competitive
economies; in 2012, a new goal was recognized to reach the top 30 (Strategy of the
Republic of Kazakhstan 2050, 2012). Both strategies identified the need to develop
the nation’s higher education. Since the adoption of Strategies, the government of
Kazakhstan started actively to establish a new academic system that strives to be fully
synchronized with the global academic network (Kuraev, 2014). Moreover, the most
important feature of reforms was focused on internationalization and fostering

international partnerships (Hartley et al., 2015).

Kazakhstan recognized the benefits of attracting international students to its
universities and has taken several measures to internationalize its higher education.
So, the three-cycle level of higher education (Bachelor, Master’s and Ph.D.) was
adapted. The next step was aligning the national grading system with the European
Credit Transfer Scheme and joining the European higher education area. There were
established universities with English as a medium of instruction (Nazarbayev
University, KIMEP, Kazakh-British Technical University). Moreover, educational
scholarships were granted to international students from Afghanistan, China,
Mongolia, Pakistan and other countries (Bekbauova et al., 2017). But despite these
steps taken, Kazakhstani HEIs are not appealing to international students (OECD,
2017). The main problem that is perceived as an obstacle to choosing Kazakhstan as
the country of destination by students from other countries is the insufficient level of
institutional autonomy (OECD, 2017). This fact was identified as the serious barrier
for Kazakhstani HElIs to fully introduce internationalization into their curriculum and
to raise their capacity to provide courses in English to meet the needs of international
students (Mukhamejanova, 2018).

The internationalization of higher education in Kazakhstan is an important agenda of
the government. It is developed through different policy documents, for example, the
Strategy for Academic Mobility in the Republic of Kazakhstan for 2012-2020 and the
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State Program on Educational Development 2011-2020 (Ministry of Education and
Science of the Republic of Kazakhstan, 2010), State Program on Educational and
Scientific Development 2020-2025 (Ministry of Education and Science of the
Republic of Kazakhstan, 2019) and each has internationalizing components. Also,
several programs and structural reforms were implemented by the Ministry of
Education and Science (MoES) that had an impact on the internationalization of higher
education in the country. Some of those initiatives are sponsoring study at the world's
best universities through the Bolashak Presidential Scholarship program (1993), a
university-based student mobility program, a faculty exchange program and the State

Program on Industrial Innovative Development 2015-2019.

1.2. Statement of the Problem

Kazakhstani higher education aims to be competitive on the global level of higher
education and attract more international students. Askhat Aitmagambetov, the Vice-
Minister of Education and Science of the Republic of Kazakhstan (the Minister from
2019 — until now), mentioned an ambitious goal to make Kazakhstan an educational
hub in Central Asia and attract students from India, China, Turkey, Pakistan, Egypt,
the Russian Federation and other countries (Baigarin, 2018). In other words, the
Ministry has set a goal to increase the share of international students in Kazakhstani

universities from two to five percent in the short-term perspective.

So, since 2000, the trend of the stable growth of international students’ numbers has
been observed in Kazakhstan. The number of international students in Kazakhstan was
39.558 or 6.5 % of the total number of students in 2019 showing a rapid growth in the
period 2012-2019 (Bureau of National Statistics of the Republic of Kazakhstan, 2022).
The international students mainly come from one of the Commonwealth of
Independent States (CIS) countries, China, India, and Mongolia (European

Commission, 2017) and the goal set was reached.

Then, Yerlan Sagadiyev, the former Minister of Education and Science (2016 - 2019),

during his term set a similar goal and aimed to recruit 50 thousand international

students by 2020 (Urankayeva, 2017). As a long-term goal, the Ministry follows the
7



strategy to create conditions for the growing percentage of international students in
Kazakhstan. So, the State Program on Educational and Scientific Development 2020
- 2025 set a goal to increase the share of international students from 6.5 % in 2019 to
10 % by 2025 (Ministry of Education and Science of the Republic of Kazakhstan,
2019).

But according to the data of Bureau of National Statistics of the Republic of
Kazakhstan, in 2019-2020 academic year, there were 39.558 international students in
Kazakhstani universities that comprised 6.5 % of the total number of all students in
Kazakhstan. In 2020-2021 academic year, the number of international students
decreased to 29.069 (5 % of the total number) and continued its trend in 2021-2022
academic year reaching 4,8 % (28194) (Bureau of National Statistics of the Republic
of Kazakhstan, 2022). The decrease in numbers of international students in
Kazakhstan happened due to the Decree of the Ministry of Higher and Secondary
Specialized Education of Uzbekistan, according to which citizens of this country
studying in Kazakhstan, Kyrgyzstan, Tajikistan and Turkmenistan were allowed to
transfer to domestic universities without additional exams. As a result, the number of
Uzbekistani students decreased from 25,9 thousand in 2019-2020 to 15,6 thousand in
2020-2021. As for the dynamics of the number of non-resident students from other
countries during the year of the pandemic, it changed insignificantly and did not affect
the overall picture (Osipova, 2021). As data of the Bureau of National Statistics
showed the goal of the State Program on Educational and Scientific Development
2020 - 2025 to reach 10 % is not reached yet and demands thoughtful measures and

steps to achieve it.

However, researchers exploring the topic of internationalization of higher education
claim that the enforcement of internationalization policies at the organizational level
while ignoring the need to deeply investigate international students’ experiences in
host countries is successful only at the stage of attracting international students (Liu
& Winder, 2014). So, the perceptions of educational service quality satisfaction and
the experiences of the students coming from overseas will help to evaluate the overall

state of the quality of educational services in Kazakhstani HEIs and can be used to
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improve its attractiveness for international students in addition to, for example, the

world ranking (Zhumagulov, 2013).

1.3. Purpose of the Study

Since the number of international students in Kazakhstan has greatly increased in the
last decade and to keep it rising, the satisfaction with their learning experiences in
Kazakhstani universities needs to be explored to ensure better quality of education in

Kazakhstan at the competitive level with the global higher education landscape.

The purpose of this study is to explore the satisfaction level and the learning
experiences of international students coming from other countries with the quality of
educational services of Kazakhstani HEIs. The findings are expected to identify the
factors of HEIs educational services that international students are satisfied with the
most and the least with. Based on the results, there will be developed suggestions for
the improvement of specific dimensions of quality of university educational services
because data gathered directly from the students can be used as a tool to change or
create the policies and practices and carry out interventions that will impact their
experiences (Smith & Khawaja, 2011). One of the possible applications of such an
approach is the internationalization of the curriculum (Knight, 2004). Moreover,
according to Perez-Encinas and Ammigan (2016), the HEIs that regularly surveyed
their overseas students by applying either internal surveys or third-party instruments
recognized the advantage of the feedback in improving customer service, student

advising, curricula, outreach and educational training.
To reach the purpose, the following research question was formulated:

“What are the lived experiences of international students in Kazakhstani HEIs in

terms of the quality of educational services and their satisfaction?”

1.4. Significance of the Study

The process of internationalization of the higher education field embraces different
components and brings international student satisfaction along with other concepts to

9



the forefront as a key ingredient of student loyalty and retention. There is plenty of
research that considers the satisfaction of international students and many factors that
explore as its possible predictors, how the satisfaction of international students is
interrelated with different concepts such as image, loyalty, turnover intention, and
others. However, the number of studies that focus on international students’
experiences in Kazakhstani HEIs is limited. Thus, this study will complement the
existing research literature and will also close the gap on this critical issue. This study
also will help to identify areas in educational service quality that highly satisfy
international students and drawbacks that need to be paid attention to. This study gains
particular significance in terms of forced transition to remote teaching in 2020-2021
over Kazakhstan because it is also expected to reflect this learning experience of
international students and evaluate their perceptions of efforts of Kazakhstani

universities to address this challenge.

As a result, the findings of this study also will provide possible suggestions to
universities administrators, practitioners, or policymakers on how to improve practices
of educational quality distribution with the aim to attract more international students.
The research may bring benefit to participating international students as well to
prospective international students in the way that the formers have a chance to reflect
on their learning experiences at the universities and share their needs, concerns, and
perceptions with the HEIs administrators, while the latter may draw important insights
from the experiences of the current students for their future benefits. Based on the
results of this study, university administrators in Kazakhstan may get a deeper
understanding of the international students’ needs and make possible adjustments to

educational services to enhance their satisfaction.

1.5. Operational Definitions

The definition of internationalization of higher education was suggested by de Wit
et al. (2015) who defines internationalization as “the intentional process of integrating
an international, intercultural or global dimension into the purpose, functions and

delivery of post-secondary education, in order to enhance the quality of education and
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research for all students and staff, and to make a meaningful contribution to society”

(p. 29).

In this study, student satisfaction is considered within the higher education context as
a short-term attitude that is possible to measure and is a result of experience received
from educational services. Weerasinghe et al. (2017) defined student satisfaction as "a
short-term attitude resulting from an evaluation of students’ educational experiences,

services, and facilities” (p. 534).

Service quality within higher education in this study is defined as “the difference
between what a student expects to receive and his/her perceptions of actual delivery”
(O’Neill & Palmer, 2004, p. 42).
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CHAPTER 2

LITERATURE REVIEW

In this chapter, the issues of international student satisfaction and educational quality
that are explored in the literature by various researchers are discussed. The chapter
starts with the conceptualization of quality in HEIs. The next, the chapter continues
with the issues of quality of education and considers different approaches to measure
it. And last, student satisfaction is considered as a phenomenon in the higher
education, following by the various attempts to identify the major factors of

international student satisfaction.

2.1. The Conceptualization of Quality in HEIs

Nowadays students have a wide range of choices for studying abroad. Thus, HEIs are
expected to include internationalization in their strategic plans and take into
consideration the development and improvement of the knowledge and well-being of
everyone by its implementation. Since the demand for the need to take a competitive
advantage in the rapidly changing environment of HEISs, the researchers have put the
quality aspects of higher education in the focus (Moogan et al., 2001; Masserini et al.,
2019).

As researchers claim HEIs take into consideration quality aspects, process
perspectives and continual improvement during defining the management techniques
and approaches (Lapina et al., 2016). Since the HEIs operate in a highly competitive
environment, they have to adjust various managerial instruments to improve the study
program quality and services provided (Sultan & Wong, 2010). Macaulay and Clark
(1998) predicted that universities need to be open to the new fields of activity,
encourage initiatives and flexibility in thinking, reduce barriers between operational

units, simplify organizational processes to weaken bureaucracy, promote non-
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formality and flexibility of human capital. The HEIs need to be aware of not only
educational services quality but also of the influence of contextual factors and possible

impact on potential students (Lapina et al., 2016).

There are different factors that attract students to choose a certain HEI and educational
program. According to Cohen et al. (2001), environment, teaching method, time
availability, on and off-campus requirements and the way how to access learning
materials. Some students found academic quality, degree recognition and the
reputation of university important factors in choosing the HEI (Gruber et al., 2010).
Satisfaction with service quality, admission process and admission staff also were
found as important factors (Munteanu et al., 2010). Other researchers found that
course relevance and teaching quality are the main factors of HEI preference for high
school students in Australia (Soutar & Turner, 2002). De Jager and Gbadamosi (2013)
explored student satisfaction related to university service quality and found that
internationalization, international students and staff, academic reputation, academic
quality, focus on students, location, accommaodation, scholarships, sports reputation
and facilities, safety, and security play an important role by measuring the level of
satisfaction. So, taking into consideration empirical literature on factors defining the
choice of university and level of student satisfaction, Brookes and Becket (2007)
propose to adjust current approaches to quality management, so the quality of

academic processes (teaching and learning) remain on agenda.

There are a variety of factors that influence the quality of higher education at both
national and international levels. The HEIs are becoming aware of the
internationalization processes and of the need for acquired education abroad. All
stakeholders (students, faculty members, parents, employers, and others) expect some
level of performance from the HEIs. Moreover, as Lapina et al. (2016) claim, the
quality of higher education includes many aspects such as the study course content,
professors’ performance, student support services and many other constituents that

need to be taken into consideration in the evaluation process of HElIs.

The internationalization forces influence the development of HEIs nowadays and this

vector is becoming one of the main priorities for educational institutions worldwide.
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The settings where HEIs function are changing and becoming more open to the
influence of international forces and creating a highly competitive environment.
Educational institutions promote international studies and adapt the strategies of
internationalization by developing educational programs in English, attracting
international academic staff and recruiting overseas students (Lapina et al., 2016). Due
to internationalization, the metamorphoses of HEI’s organization are observed. Often
the process of internationalization entails in addition to the above-mentioned
outcomes also diversification of the educational programs and involvement of students

and academic staff in different international collaboration projects (lljins et al., 2014).

2.1.1. Educational Quality in HEIs

Within the higher education services offered have heterogeneous qualities in
comparison to other fields so evaluation of service quality in this area is more
complicated. Considering higher education as a highly beneficial sector for society, it
is problematic to assess many aspects of higher education directly with the criteria
usually applied to the market. Due to being intangible, such services as, for example,
teaching is very challenging activity to define and measure (Parasuraman et al., 1985).
Moreover, higher education plays an essential role both in specifying the long-term
quality of student’s life and in influencing the social structure. Thus, the service
quality of HEIs could not be promoted by only student satisfaction but also by well-

structured sustainable systems (Yilmaz, 2019).

It is necessary to keep in mind that within the higher education field the quality of
educational services is evaluated by both universities and all stakeholders of this field:
students, academic and administrative staff, governments. The quality of educational
services provided by universities is a result of a collaboration of administration,
academic and administrative staff and students. The efficiency and quality of the
educational process rely not only upon universities themselves but also upon the
attitudes and expectations of the students. The quality of educational services provided
by universities is influenced by students’ behavior, their involvement in courses and
other aspects. Thus, the assessment of quality provided in this field is complicated

(Eagle & Brennan, 2007).
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Service quality within the higher education context is a vital and important aspect of
the successful operation of HEI because its positive perception by students has a
remarkable influence on student satisfaction (Alves & Raposo, 2010). There is
difficulty in defining service quality in marketing literature and there is no generally
accepted framework to precisely assess service quality (Seth et al., 2005). Thus, there
is also ambiguity in defining this concept within the higher education field. Moreover,
Cheng and Tam (1997) considered education quality “as a rather vague and
controversial concept” (p. 23). So, the definition of higher education quality embraces
the perceptions of all stakeholders who try out the various services offered by HElIs.
Since students are the primary stakeholder of HEI, service quality is comprised of their

experiences of various services offered by universities (Jancey & Burns, 2013).

The HEIs quality from international students’ view has been extensively examined by
different researchers. Researchers have investigated the quality difference between the
perception of educational quality and satisfaction (De Jager & Gbadamosi, 2013; Rasli
et al., 2016). Others explored the relationship between overall student satisfaction and
student service quality (Danjuma & Rasli, 2013). Some researchers were interested in
the educational quality of distance education (Munthiu et al., 2014). In turn, Lupo
(2013) explored the influence of service quality on the overall service performance
while Sultan and Wong (2013) examined the predictors’ outcomes of service quality

in universities.

2.1.2. Educational Services Quality in Higher Education and Students’

Satisfaction

Service quality can be defined as the perceived difference between expectations and
performance. This essential part of university operational characteristics is hard to
sustain because of being a multi-faceted service within which various processes are
performed simultaneously (Brown & Mazzarol, 2009). For the creation of a
remarkable service-learning experience all stakeholders namely the academic staff,
administrative staff and students are supposed to play their well-defined roles.
Furthermore, for the sake of maintaining a high level of perceived service quality, the

service performance must be on the same level as the expectations — a result of proper
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identification and evaluation of a service experience (Sultan & Wong, 2013). To
measure a service quality objectively, researchers have elaborated on different
instruments. Some researchers have suggested applying contexts-specific scales to
better facilitate the tenants of service quality to be specified and then to measure it for

specific purposes (Frimpong & Wilson, 2013).

The empirical literature that considers the quality of higher education as a significant
aspect of the students’ satisfaction elaborates on this issue by applying different
approaches. Martono et al. (2020) consider within the conceptual framework the
relationship between learning facilities, teaching quality of lectures, and good
university governance, and the students’ satisfaction in Semarang State University,
Indonesia. The results of the study showed that the teaching quality of lectures and
learning facilities have a positive relationship with students’ satisfaction if the quality
satisfies the students. Conversely, the relationship between these concepts showed a
negative result if students experienced “poor quality” of teaching and learning

facilities.

In turn, Abdullah (2006) proposed a scale HEAPERF (Higher Education Performance)
to evaluate perceived service quality within five constructs namely academic aspects,
non-academic aspects, reputation, program issues, and access. According to the
researcher, the main predictors of student satisfaction within the field of higher
education in Malaysia were determined academic and non-academic facets, program-

related topics, and reputation.

Other researchers explored the influence of Malaysian public HEIs’ service quality on
international student satisfaction, institutional image, and loyalty by applying the same
scale HEJPERF (Ali et al., 2014). The study considered such constructs as higher
education service quality HEdPERF (academic aspects, non-academic aspects, access
(to academic staff), program issues, reputation), student satisfaction, image, and
loyalty. The results of the study demonstrated that all five constituents of university
service quality affect student satisfaction. Furthermore, student satisfaction impacts
institutional image and then they altogether influence student loyalty. The researchers

admitted that one of the limitations of this study is the applied model HEdPERF to
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define the content of service quality which might not embrace all factors that influence

international student satisfaction.

The empirical literature on service quality in higher education has shown that
improving its components is always an integral goal of the educational institutions,
however, it is impossible to define the student perception until the predictors and
results of service quality enhancement are not observed (Sultan & Wong, 2013). Thus,
to evaluate the perception and level of satisfaction with educational experiences of
international students it is necessary to identify components of service quality within

a higher education context.

Kashif and Cheewakrakokbit (2018) examined the international student perceived
service quality of Thailand Business School and its interconnection with student
loyalty. The researchers applied the PAKSERYV scale that includes six dimensions in
total: Tangibility, Reliability, Assurance, Sincerity, Personalization, and Formality.
The findings showed that all dimensions except Personalization positively influence

student satisfaction which is, in turn, strongly associated with loyalty to the university.

In turn, Masserini et al. (2019) explored the influence of the quality of educational
services and the universities’ institutional image on students' overall satisfaction with
their university experience. The study also considered possible effects on loyalty. It
was revealed that among different academic and non-academic aspects teaching and
lectures and teaching and course organization are the main predictors of students’
satisfaction among various academic aspects of educational services at the University
of Pisa, Italy. Some researchers applied the SERQUAL (Service Quality) model of
Parasuraman et al. (1988) and determined that responsiveness, empathy, and facilities
are the main dimensions of service quality that mostly affect student satisfaction

(Darawong & Sandmaung, 2019).

2.2. Theoretical Framework

In the literature, quality of education is considered from two major standpoint that

conditionally can be identified as approach of quality infusion and student perspective.

17



The former approach includes total quality management (TQM), quality assurance,
benchmarking and accountability (Prakash, 2017). According to Ferrin et al. (2001)
TQM represents the relationship between university and industry in form of supplier-
customer connection. It stimulates a disciplined adaptation and demonstrates an
increased level of customer services, administrative and academic staff morale,
administrative processes, and quality of course content. Nevertheless, according to

Houston (2007), this concept and its tools does not fit the field of higher education
properly.

In turn, quality assurance includes audits, accreditation, assessments, and constant
quality enhancement. The main point of this concept its management by leadership
(Sahney et al., 2008). Despite the number of positive outcomes for HEIs, for instance
system and processes improvement to name some of them, quality assurance might
restrain creativity and responsiveness (Harvey & Newton, 2004). It is also criticized
for being a type of power control and bureaucratic with minimal influence on

academic component (Cheng, 2010).

Benchmarking and accountability also have a positive impact on quality of education.
Benchmarking has such positive outcomes as improvement of teaching pedagogy
(Tam, 2002), curriculum content (Tasopoulou & Tsiotras, 2017), collaboration
between industry and research (Henderson et al., 2006) while accountability fosters
transparency, fair evaluation, compliance with regulations and promotes internal
quality enhancement actions (Anderson, 2005). Despite several positive outcomes of
quality infusion perspective, the student-centered perspective is becoming a prominent
standpoint in the literature and thus HEIs compete to meet students’ expectations by

improving various aspects of quality (Prakash, 2017).

2.2.1. Models of Educational Quality

Considering the refocusing of the education process to a more student-oriented
approach in recent decades, universities are more interested in the measurement of
educational quality and development of facilities based on this evaluation. Yet, the
practice of quality development is negatively affected by the inadequacy of proper and
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reliable measurement instruments (Yilmaz, 2019). Moreover, Clewes (2003) and
Marzo-Navarro et al. (2005) claim that having various models and scales, there is no
agreement on the best model to measure educational service quality. As Chong and
Ahmed (2012) stated the development of a reliable model for measuring service

quality for the higher education field is still a critical issue.

After the literature review, two common approaches can be distinguished in service
quality measurement. The first one evaluates the service quality straight by reference
to performance level. The second measurement is based on the difference between the
expectations of the customers (in the context of higher education - students) about the
service quality provided by the university and the level to which the students perceive
this quality (Yilmaz, 2019).

Within both approaches, there are two most frequently applied scales to evaluate
service quality. The first scale is SERVQUAL developed by Parasuraman, Zeithaml,
and Berry in 1988. It was elaborated to measure the differences between service
expectations and perceived service quality from the views of the customers
(Parasuraman et al., 1988). According to this model, there are five aspects to measure
service: tangibles, reliability, responsiveness, assurance, and empathy. Another
frequently used tool to measure service quality is the SERVPERF (Service
Performance) scale. It was elaborated by Cronin and Taylor (1992) and aims to
measure the service quality by the performance level of the various attributes instead
of the expectation-perception relationship. According to Abdullah (2006), the
performance-only approach suits the context of higher education more adequately.

Both scales are applied to evaluate the service quality within higher education.
However, there are some issues of their applicability in the context of HEIs. They were
elaborated specifically for the service sector and they do not embrace specific aspects
of the higher education context. There is no need to emphasize that higher education
possesses specific characteristics for this field and differs from other service sectors.
The failure to adequately measure the educational service quality, the scales that aim
to measure specifically the educational quality of HEIs have been initiated to develop

(Yilmaz, 2019).
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In 2005 the HEAPERF scale was developed by Abdullah. The tool measures the factors
in terms of performance that are context-specific for HEIs. It contains 41 questions
that are evaluated based on a 7-point Likert scale. The students are expected to assess
the higher education institution in terms of its academic quality, administrative

features, accessibility, image, and the program offered (Abdullah, 2006).

Another scale - Higher Education Service Quality (HIEAQUAL) - also aims to
measure the quality of service in higher education. It represents the scale with 27 items
that evaluates five characteristics: teaching and course content, administrative
services, academic activities, campus infrastructure, and student support services
(Annamdevula & Bellamkonda, 2012).

The main criticism of the similar scales presented is that while some models were
elaborated on the service sector and cannot embrace higher education specific aspects,
the other do not include the positive transformative role of universities. The latter
aspect is essential in evaluation of quality of education because education is not
presenting a service to students but rather needs to be considered as a continuous
process of transformation of the students (Harvey & Green, 1993). Moreover, quality
assessment in higher education strives to develop structural models with focus on
service quality as functional aspect by omitting the technical dimension considering
the former as unidimensional construct. However, according to Ladhari et al. (2011)
this aspect is multidimensional. Thus, for exploring the higher education quality in
this research the HESQUAL model was chosen as a theoretical framework because of
being more powerful in terms of measurement of higher education context specific

features (Yilmaz, 2019) supported by the

2.2.2. HESQUAL Model

International students’ satisfaction is a wide topic that comprises different aspects of
students’ perceptions and attitudes during their study abroad and some of them to
name are support services, integration with the local community, academic self-
efficacy, cultural proximity, and many others. This study is focused on HEIs quality

components applying the higher education service quality (HESQUAL) model of
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Teeroovengadum et al. (2016) that is a hierarchical and holistic model specifically
developed to evaluate higher education service quality (Teeroovengadum et al., 2019).
This model is related to a more recent approach on evaluating a service quality in
higher education. According to the HESQUAL, service quality in higher education
includes functional and technical, or transformative aspects. The researcher included
the notion of Harvey and Green (1993) who considered quality in education as
transformative quality underlining the capacity of HEIs to enhance and empower the
students. The researcher shared the idea that education is not about presenting a
service, it is more an ongoing process of student’s transformation. So, the technical or
transformative quality in higher education is the outcome of a service. The functional
service quality aspects comprise administrative quality, physical environment quality,
core educational quality, and support facilities quality (Teeroovengadum et al., 2016)
which will be evaluated during this study. The technical aspect of HESQUAL will be
omitted because the aim of this study is focused on the delivery process in education
(Brady & Cronin, 2001).

In this study, four main factors drawn from the existing literature are considered:
administrative quality, physical environment quality, core educational quality and
support facilities quality (Teeroovengadum et.al., 2016). All four influential factors
form the multidimensional nature of service quality in higher education within a

performance-only approach.

Service quality within higher education in this study is defined as “the difference

between what a student expects to receive and his/her perceptions of actual delivery”

(O’Neill & Palmer, 2004, p. 42).

Administrative quality includes the attitude and behavior of administrative staff and
administrative processes. This aspect considers such points as willingness of
administrative staff to help students, its politeness, clearness and well-structured
administrative procedures, transparency of official procedures and regulations and

others.
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Physical environment quality implies support infrastructure, learning setting, and
general infrastructure. Among aspects of this dimension availability of adequate
cafeteria, library, sports infrastructure, having adequate lecture rooms, quiet places to
study, safety on campus, appearance of building and grounds and others are

considered.

Core educational quality includes attitude and behavior of academic staff, curriculum,
pedagogy, and competence of academic staff. In this category such components as
lectures understanding students’ needs, availability of lectures to guide and advise
students, clearly course content and objectives, challenging academic standards,
relevance of course content to the future career, active participation of students in their

learning process, communication skills of lectures are evaluated.

Support facilities’ quality considers the availability and adequacy of support facilities.
This category includes availability of adequate IT, photocopy and printing, sport

facilities, availability of extra-curriculum activities and other.

As mentioned earlier, this study focuses on the experiences of students regarding the
quality of education through the satisfaction and learning experiences of international
students within Kazakhstani HEIs, so the HESQUAL model is chosen as a guiding
framework for this study because of being elaborated recently specifically for

measurement of quality in higher education.
2.3. Student Satisfaction

HEIs around the world have the students’ voices in focus (Blair & Noel, 2014) to
deliver educational services effectively and to enhance student satisfaction
(Teeroovengadum et al., 2016). Student satisfaction is considered as a result of the
complex inter-relationship of factors such as learning curriculum, supervision,
feedback, support facilities, physical infrastructure, leisure activities and social
climate (Wiers-Jenssen et al., 2002). Students' satisfaction is affected not only by age,
background, gender but also by sustained development and commitment (Van
Kemenade et al., 2008).
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Moreover, the voices and opinions of international students bring benefits for the
internationalization process of HEIs which can be more effective when they are also
heard (Heng, 2017). For example, in the Russian context, employment perspectives,
the ranking of the university and the prestige of the branch have been identified as
more important satisfaction factors among students (Galeeva, 2016). In the field of
higher education, student satisfaction happens when student expectations are met or
exceeded (Elliott & Shin, 2002). This phenomenon means the level to which the

student subjectively perceives higher education experience.

The main research topics addressed in the literature are identifying aspects influencing
students’ learning experiences (Ellis et al., 2004), determining the aspects that define
the influence of student satisfaction (Chahal & Devi, 2013) and shaping student
satisfaction (Douglas et al., 2006). The view of Douglas et al. (2006) shares some
researchers who consider student satisfaction based on the understanding of the nature
of this phenomenon. For example, Knapp-Appleton and Krentler (2006) explored
student satisfaction through the lens of student expectations. They stated that the
understanding of the influence of student expectations on their satisfaction might be
used by universities to exert some level of control by correctly managing expectations
about academic courses. Voss et al. (2007) considered constituents that students
expect to see in effective lectures. They found that such teaching qualities as teaching
skills, teaching methods, communication skills, approachability, enthusiasm,
expertise, humor and friendliness are the most important attributes that lectures should
have and by demonstrating these qualities lectures increase the satisfaction of the

students.
2.3.1. International Student Satisfaction

The lack of understanding of international students is a challenge for the HEIs in the
way they strive to provide better services. Zhou and Cole (2017), for example,
consider the importance of the overall satisfaction of international students from three
standpoints. From an academic perspective, the overall satisfaction of overseas
students influences significant outcomes such as persistence and graduation. From an

external relations perspective, student satisfaction results in loyalty, volunteering to
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support the university more often and donating more likely. And last, the
understanding of constituents of overall satisfaction allows the universities to provide

better services, retain and recruit students more effectively.

The satisfaction of international students is an essential and wide topic nowadays.
However, the literature on the predictors of international students’ well-being in a
cross-cultural environment has focused mostly on acculturative stress and
psychological adjustment difficulties often ignoring their satisfaction with personal
and academic life (Mak et al, 2015). So, in the paragraphs below the possible

predictors of international student satisfaction are considered.

2.3.2. Factors Influencing International Students’ Satisfaction

The empirical literature examining the satisfaction of international students has
focused on different aspects of students' experiences associated with it. Ding (2016)
explored different factors affecting the satisfaction level of international students. In
his research, it was revealed that study programs, support services, and integration
with local students significantly affect international students’ satisfaction. Finn and
Darmody (2017), in turn, claim that among different factors that shaped international
students’ satisfaction the most important is their satisfaction with their educational

institution and subjective rating of their health.

Student satisfaction literature defined academic involvement as one of the important
constituents of international student satisfaction. Academic involvement includes not
only interactions with faculty, with other students during classes and co-curricular
activities, but also the effort and time that students spend on studying. Interactions
with faculty have been defined as one of the most significant aspects associated with
overall satisfaction (Arambewela & Hall, 2009; Webber et al., 2013). So, Webber et
al. (2013) claim that students who invested more time and effort in preparation for the
classes or otherwise participated in academic tasks demonstrate a higher level of

overall satisfaction with their academic experience.
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Furthermore, according to Arambewela and Hall (2009), satisfaction with academic
quality that includes feedback from the faculty, access to faculty, and quality of
teaching significantly influences the overall satisfaction level of Australian overseas
students coming from Asia. They also explored the differences in student satisfaction
perceptions depending on the country of origin. The study showed that students from
different countries perceive the level of satisfaction with academic and non-academic
service quality differently, so universities should elaborate on a diversified strategic

marketing plan that embraces the differential needs of overseas students.

The literature on international student satisfaction also considers differences in the
satisfaction level due to the country of origin. Examining the topic of international
students’ satisfaction, cultural integration also plays a significant role because
international students who are culturally closer to the host population of the destination
country demonstrate a higher level of satisfaction (Alemu & Cordier, 2017; Merola et
al, 2019). Merola et al. (2019) examined the relationship between integration,
nationality, and self-reported satisfaction among students coming from China, India
and South Korea that pursue their degrees in the United Kingdom, the United States
and Australia. The findings showed that the satisfaction level of international students
varied significantly among the nationalities, demonstrating that Indian students are
more satisfied in comparison with Chinese and South Korean students. Moreover,
integration is identified as a predictor of student satisfaction and academic integration
has a greater influence on satisfaction than social integration. The findings showed
that academic and social integration depends on the differences in satisfaction levels

among nationalities.

In the study conducted by Korobova and Starobin (2015) five aspects of effective
educational practice are found that are defined as the most important predictors of
international student satisfaction with educational experiences. They are the level of
academic challenge, student interaction with faculty, enriching educational
experiences, and two aspects of a supportive campus environment - the quality of
relationships and institutional emphasis. Besides academic aspect of university,

student support services are also considered an important predictor of international
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student satisfaction in many HEIs as a means to ensure a positive experience of

students during their study abroad (Perez-Encinas & Ammigan, 2016).

Some scholars examined the possible increased international student satisfaction with
personal and university experiences that was related to higher levels of coping or
stress-resistance abilities (internal and external) of students. So, Mak et al. (2015)
considered host language fluency, self-esteem, intercultural social self-efficacy, and
academic self-efficacy as the internal coping resources while perceiving social support
from hosts and non-hosts as external resources. The findings identified social support
from hosts and academic self-efficacy as significant predictors of both personal and

university life satisfaction.

There are also research studies examined the relationship between factors such as
English proficiency, social connectedness, number of friends and international student
satisfaction (Yeh & Inose, 2003; Sam, 2001) while others explored the influence of
identity gap, perceived discrimination, homesickness and job prospects on

international student satisfaction (Wadsworth et al., 2008).

Arkoudis et al. (2019) explored the satisfaction level of Australian international
students with the educational experiences in Australia. Even though the Australian
government regularly investigates the students’ satisfaction and reports its high level,
there are signs that the data collected do not reflect reality and there is some level of
students’ dissatisfaction with their social and educational experiences. The study
investigated in-depth teaching and learning, social fragmentation, finances and
accommodation. The findings demonstrated that even though the overall satisfaction
is estimated high by international students there is a lack of social integration and

belongingness that students perceive.

Some scholars examined the relationships between student satisfaction and student
loyalty revealing that student satisfaction plays an important role as a direct antecedent
of international student loyalty (Pham & Lai, 2016; Pham et al, 2019). However, the
student satisfaction model considers image, expectations, perceived value, perceived
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quality as main determinants of student satisfaction while loyalty and complaint as
consequences (Duque & Weeks, 2010; Gibson, 2010).

In turn, Chelliah et al. (2019) stated that even though the factors responsible for
international student satisfaction are not sufficiently investigated the existing studies
mostly focused on physical aspects and ignored the social and emotional factors which
are an integral part of student life. Chelliah et al. (2019) conducted a study that
included not only physical factors but also emotional support, ethical conduct and
student-lecturer attachment as social aspects and explored their impact on the
satisfaction of the overseas students. The results showed that a university's high-
quality physical environment that includes buildings, hostels, library, canteen, sports
facilities, and others leads to high levels of satisfaction. The researchers also found
that higher student-lecturer attachment results in a high level of international student
satisfaction. In turn, the results of the study demonstrated that ethical conduct and

emotional support do not influence the satisfaction level of the students.

Ammigan and Jones (2018), in turn, explored four dimensions of university life as
possible predictors of international student satisfaction: their arrival, living, learning
and support service experiences. They used the data from the International Student
Barometer (ISB) and evaluated the experiences of over 45.000 international students
in Australia, the United Kingdom, and the United States. The results demonstrated that
international students are satisfied in general with their overall experience of
university life in these countries. The analysis of the results showed that arrival
experience was evaluated as the most satisfying experience followed by living and
learning experiences. The lowest degree of satisfaction showed the student experience
with support services. Among the learning experience aspects, the most important
were quality of lectures, the expertise of lecturers, teaching ability of academic staff,
academic content, course organization, explanation of marking and improving English
skills learning. All these aspects had greatly impacted the overall learning experience
of international students while among support services the services of the International

Office had the most important aspect of overall student satisfaction.
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According to Lin et al. (2020), student satisfaction often is explored through the lens
of customer satisfaction theory which evaluates the perceived value and quality as the
main predictors of student satisfaction. Since the researchers emphasized that the
importance of value co-creation is disregarded, they investigated the relationship
between perceived value, perceived quality, value co-creation, student satisfaction,
complaint and loyalty. The study was conducted in a Chinese university by surveying
international students. Results from the research showed that perceived value,
perceived quality and value co-creation determinate student satisfaction. In turn,
student satisfaction is positively associated with loyalty and negatively associated with
complaints. The researchers also suggested using more resources for international
students’ involvement in on-campus management and service to improve their

academic experience.

Student satisfaction is closely interrelated with the student experience. Studies that
focus on international student experience claim that several factors can directly
influence their experience during their study. According to Jones (2017), there are four
interrelated components that have an impact on the student experience in the
academic, living, and social aspects. They are personal history, family context,
national context, and institutional nature and location with institutional values and
student support services. Researchers Archer et al. (2010) suggest improving the
international student experience at every phase of their program study, embracing the
application and arrival steps, then cultural and social integration phase,
accommodation and living, work experience, and employability. The researchers also
emphasize the importance of communication and service coordination enhancement,
relevant use of technology, flexibility, and proper management of student

expectations.

2.3.3. International Students in Kazakhstan

Considering that the internationalization of higher education has been in close focus
during the last few decades, it is expected to observe this topic as an important stream
in educational research. However, a lack of research on the topic of

internationalization as a general phenomenon and on international students'
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experiences and their perceived satisfaction with the quality of educational services
has been conducted within the Kazakhstani context. The few studies can be named
having a focus on general aspects of internationalization of Kazakhstani higher
education (Maudarbekova & Kashkinbayeva, 2014; Jumakulov & Ashirbekov, 2016),
the internationalization of research (Jumakulov et al., 2019), academic motivation of
international students (Ospanova, 2018), their experiences (Mukhamejanova, 2018)
and Kazakhstani student satisfaction with foreign universities (Sabatayeva et al.,
2018).

Some researchers strived to get a better understanding of the students’ experience
coming to Kazakhstan to pursue a degree through exploring the adaptation to the
academic and socio-cultural life in the country and how they apply their human capital
during this process (Mukhamejanova, 2018). The findings showed that international
students intensively apply their human agency to adjust themselves to the local life in
Kazakhstan and deal with their studies. They not only adapted to the environment but

also learned from it and strived to modify it in line with their goals and context.

Sabatayeva et al. (2018) in turn explored the satisfaction level of international students
from Kazakhstan studying in foreign universities. The main purpose of the researchers
was to analyze students’ satisfaction with university services and to identify the
perceived quality of which aspect and service provided by educational organizations
influence their overall satisfaction. In this study, the SERQUAL instrument was
applied that embraced physical facilities, academic and non-academic services as its
components. The findings demonstrated that the overall satisfaction level with
overseas universities was very high. Among services and facilities evaluated computer
and library facilities and relevance of academic courses to future job prospects

revealed the highest level of perceived quality.

2.4. Summary

The examined literature showed that education quality needs an attention in order to
satisfy and attract international students and should be considered as an essential
aspect in HEIs internationalization process. While there are various factors that should
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be in focus within the issue of quality in education, the HEIs need to be aware of
factors that satisfy and dissatisfy their students and to make necessary adjustments to

these dimensions.

This chapter presents the studies on international student satisfaction and
measurement of educational quality of HEIs. More specifically, it demonstrates the
different factors that have positive or negative impact on international student
satisfaction and aspects of education quality that play important role in education
quality evaluation. The cases provided in this chapter give a basis for the exploration

of the research topic within the context of Kazakhstani HEISs.
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CHAPTER 3

METHODOLOGY

This chapter presents information about the methodology applied in this study. It starts
with the overall research design, population, and sample and explains the rationale of
their choice. It also gives details on instrumentation, data, analysis of data, and data
collection procedures. And last, the chapter considers the limitations issues that are

observed during the research.

3.1. Overall Research Design of the Study

Applying a thorough research design is essential in the research process. The research
design choice depends on its ability to address the purpose, questions, and objectives
of the research (Cohen et al, 2018).

This research followed qualitative research tradition and was designed as an
exploratory phenomenological study to elaborate on the international students’
experiences of the quality of educational services during their study in Kazakhstani
HEIls. The qualitative approach was selected due to the nature of the research purpose
and question. This method allows the researcher to explore a problem and to get a
better understanding of the main phenomenon (Creswell, 2012), and also to
incorporate the voice of participants into the results (Jean-Fraincois, 2019). A
qualitative approach perfectly fits the research where there is a need to explore the
way people understand, experience, perceive and create the social world (Sandelowski
& Barroso, 2007). This method also depicts lived experiences of participants, thoughts

about the situation, and feelings for it (Cohen et al., 2018).

As a first step, the literature review was conducted to create a critical framework of
the research and collect substantial knowledge regarding the issue. As a result, after
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the literature review, the thesis proposal and research question were identified. Then
the data collection instrument was created by the researcher and after being reviewed
by two experts, necessary alterations to the instrument were made. Prior to conducting
the interviews, the pilot study was administered and the Ethical Commission Approval
was received. The next step was conducting interviews with international students

who matched the research criteria. Finally, the data were analyzed and results reported.
3.2. Research Question

The main purpose of this study is to explore the satisfaction level and the learning
experiences of international students with the quality of educational services in

Kazakhstani HEIs. More particularly, this study intends to answer following question:

“What are the lived experiences of international students in Kazakhstani HEIs in terms

of the quality of educational services and their satisfaction?”

3.3. Research Participants

Since this study explored the specific features such as satisfaction and learning
experiences of international students in Kazakhstan, the participants and universities'
random selection of students and universities cannot be applied as they need to satisfy
specific requirements (Brymen, 2012). Moreover, this study followed the qualitative
research tradition, and purposive sampling was identified. This type of sampling does
not have a purpose of generalizability of results, it rather aims to receive detailed
information from participants to explore the phenomenon in greater depth (Cohen et
al., 2018). As a target population, 15 full-time international students studying in HEIs
in Kazakhstan were chosen. The sample is composed of 11 undergraduate and 4 Ph.D.
international students studying in the universities in Nur-Sultan. The international
students who spent less than two years in HEIs in Kazakhstan were excluded due to
the lack of their experiences studying abroad and possible failure to evaluate their
perceptions about the quality of educational services of their universities because of

pandemic quarantine and online studying.
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Table 1

Students’ Characteristics

No. Pseudonym Gen- Home country Univer-  Year of Major
der sity study
1 Participant 1 F China 1 3 Political
Sciences
2 Participant 2 M Turkmenistan 1 4 IT
3 Participant 3 F Uzbekistan 1 4 Economics
4 Participant 4 M Russian Federation 2 4 Physics
5 Participant 5 F Russian Federation 1 3 International
Relations
6 Participant 6 F China 1 3 Economics
7 Participant 7 F Russian Federation 2 3 Economics
8 Participant 8 M Republic of Korea 2 4 Mathematics
9 Participant 9 F China 2 3 Mathematics
10 Participant 10 M Netherlands 2 3 Political
Sciences
11 Participant 11 M Nigeria 2 3 Engineering
12 Participant 12 M Uzbekistan 1 4 Sociology
13 Participant 13 F Uzbekistan 3 3 Nursing
14 Participant 14 F Kyrgyzstan 3 4 Nursing
15 Participant 15 M Turkmenistan 3 4 Nursing

Three universities from Nur-Sultan area were chosen to participate in the study:
Nazarbayev University, L. Gumilev Eurasian National University, and Astana

Medical University.

Nazarbayev University (NU) is among the few in Kazakhstan that apply English as a
medium of instruction. This university is popular among international students who
chose Kazakhstan as a country of destination because an overwhelming number of
international students prefer to be taught in English (OECD, 2018). NU offers a wide
range of academic programs: foundation, undergraduate, graduate, and Ph.D.
programs proposed by 7 Schools. NU is the first university in Kazakhstan that received

academic freedom by special law since being established.

The next university participating in this study, L. Gumilev Eurasian National
University, is one of 7 National Universities of Kazakhstan that was granted academic
freedom from 2019. The three levels of programs (Bachelor, Master’s, and Ph.D.) are

taught in Russian and Kazakh languages. There are 12 faculties at this university.
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Astana Medical University is one of the oldest medical schools in Kazakhstan. It was
established in 1964. There are 5 faculties that prepare for Bachelor, Master’s, Ph.D.,

and residency programs taught in Russian and Kazakh languages.

These universities were selected for several reasons. First of all, these universities host
the highest number of international students in comparison to other universities
residing in Nur-Sultan. Moreover, all three universities in the declaration of their
current strategic plans determined internationalization as the number one priority. For
example, NU strives to admit 10% of the international student population by 2025 and
12% by 2030 (in comparison to 2018 - 1%) (Nazarbayev University Strategy 2018-
2030, 2018). In turn, L. Gumilev Eurasian National University plans to move from 6%
in 2021 to 10% by 2025 (Development Strategy of L. Gumilev Eurasian National
University for 2021-2025, 2021).

Table 2

Number of International Students

Name Number of students International Students
L. Gumilev National Eurasian University 15794 665
Nazarbayev University 6466 568
Astana Medical University 5053 265

And last, they offer fields of study that international students around the world mainly
enroll in (STEM, medicine, business, and law) (OECD, 2018).

3.4. Data Collection Instrument

Semi-structured interviews were conducted to collect the data for this research. There
were several reasons for the application of this tool. Unlike structured interviews, it
offers a particular degree of flexibility and empowers the researcher to readapt the
attention if the important issue of specific interest to the researcher occurs (Creswell,

2012). In addition, semi-structured interviews provide an opportunity to ask clarifying
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questions for vague responses and also deepen the knowledge about the participant's

point of view (Gray, 2004) and get rich data on the topic.

To form the instrumentation applied there were three steps taken: instrument
development phase, piloting, and final version of the interview protocol. In the first
phase, the interview questions were identified through analyzing the relevant literature
to reflect the research question. Since the researcher focuses on the educational quality
in higher education within the HESQUAL model, the interview gquestions were formed
to embrace all dimensions of this model: administrative quality, physical environment
quality, core educational quality, and support facilities quality. The transformative
quality of this model was excluded because this aspect is out of the focus of this study.
Since within the HESQUAL model four dimensions explored by this research have
sub-dimensions the researcher divided questions by sub-themes and created the
interview protocol (See Appendix B). The interview questions were created in such a

way to allow students to express their opinions freely.

At the next phase, the instrument was revised by two experts who specialize in the
field of internationalization of higher education. They gave their suggestions to
improve it and all alterations needed were made. The first expert suggested changing
the wording of the questions so that the participants would not only share their learning
experiences but evaluate them, while the second removed the questions that were
duplicated in meaning. After revising, the researcher piloted the instrument by
interviewing two international students to ensure that the questions of the interview
protocol were understandable and addressed the research question. As a result of

piloting, the protocol was edited and insignificant changes were made.

At the last phase - finalizing the instrument - the interview protocol included four
dimensions of the quality of educational services based on service quality
(HESQUAL) model was created to explore perceptions of international students. It
consists of demographic part and Part Il with open-ended questions focusing on the
satisfaction level and experiences that international students have regarding the

educational quality of Kazakhstani universities.
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The demographic part collected information about age, gender, country of origin,
university attended, year of study, the degree to be earned, and department while Part
Il contained 7 sub-themes which gathers the information about background
information, general experience, administrative support in the university, academic
experience, experiences of support services, experience about the physical

environment and overall evaluation of the educational services at current university.

After finalizing the instrument, it was translated into Russian since some of the
participants speak only Russian. Then the protocol was administered to the

international students participating in this study.

3.5. Data Collection Procedures

The data collection procedure included interview questions that were presented in the
interview protocol. After interview questions were validated, a consent form (See
Appendix A) was prepared. Prior to conducting the interview, ethical permission
(Protocol Number 439-ODTU-2021) was received from the METU Human Research
Ethics Committee (UEAM) (See Appendix D).

The data were gained from the international students studying in Nur-Sultan. First,
three universities were identified and were requested to provide information on
international students enrolled. The participants were chosen from the list of
international students provided by the universities. The selection criteria for
participants were nationality different from Kazakhstan and spending no less than
three years as a student in Kazakhstan so the student had experienced face-to-face
study. Then participants were identified and contacted to explain the purpose of this
study with the request to participate. Participation in the study was voluntary. After
creating a list of participants, the interviews were scheduled with them. Since the
period of conducting the interviews coincided with the new wave of Omicron strain
of COVID-19, it was decided to conduct them through ZOOM meetings to avoid in-
person communication. One of the interviews was conducted through VooV meeting
application because the participant was from China and ZOOM has restrictions in this
country. It is worth noting that an online interview is inferior in terms of
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informativeness to a face-to-face interview since gestures, facial expressions, and
emotions of the interviewee are not captured. To fill a possible gap in data collection,
the researcher asked many clarifying questions to get a complete picture of each
participant’s learning experience. The participants were provided all information
relevant to the study, including the purpose of the study, its significance, and possible
benefits. Place was not an issue in this research due to conducting online interviews.
Most of the participants were in their countries due to online format of study at their

universities. Time was identified to be convenient and comfortable to participants.

The interviews conducted one-on-one were chosen for the comfortability of
participants so they can give unrestricted and unconstrained responses. All questions
of interviews were open-ended, so they provide more detailed information about the
student experiences (Abu Rabia, 2016). Prior to the interview, the researcher asked
general questions to make the participants feel comfortable and open to the questions.
The participants also signed the informed consent form before the interviews. They
were informed that they have a right to refuse to answer any question or exclude
themselves from the research at any time if they feel uncomfortable. The duration of
the interviews was between 40 minutes and 1 hour 15 minutes. The interviews were
recorded, and necessary notes were taken by the researcher during the interviews. The
researcher also asked for the possibility of contacting the participants later if additional
interviewing will be necessary. All information received during the interviews was
kept confidential. The data were collected within one month in the middle of the
academic year 2021-2022.

3.6. Data Analysis

The process of data analysis in qualitative research implies analysis of the text to
generate new meaningful data combinations, summaries, and syntheses (Cohen et al.,
2018). It is needed to emphasize that there is no universal approach to analyze all
qualitative data, so the researcher is expected to choose one that is applicable

according to the purpose (Cohen et al., 2018).
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First, the interviews conducted in Russian were translated into English. Second, the
descriptive statistics of the sample were identified to elaborate on the students’
demographic characteristics. Third, the study applied interviews as an instrument, so
the data were analyzed through content analysis. First, the collected data were
transcribed verbatim. After that, the transcribed interviews were read several times to
make sure that the researcher became familiar with the data. The next step was coding
every interview, i.e. segmenting and labeling pieces of text (Cohen et al., 2018) to
form a preliminary group of information about the phenomenon (Creswell, 2012) and
exploring them for commonalities between coding. Then, the themes and sub-themes
based on coding commonalities were defined and the primary code list was arranged.
The last stage was searching relevant to the research question codes and themes.

Quotations from the interviews were used as proof of the results of the study.

3.7. Trustworthiness

To produce reliable results, the qualitative research needs to address critical concerns
regarding the date obtained. To begin with, to ensure the reliability and validity of the
data, the researcher followed some procedures. First, the researcher performed the
extensive literature review by searching different approaches to the topic. Among
various approaches evaluating educational quality in HEIs, the HESQUAL model was
chosen as one that was explicitly elaborated for the field of higher education and was

tested for reliability in different settings.

The next phase was building the interview protocol that would correspond to the
validity requirements. Since the study was built as qualitative research, the
instrument’s validity was achieved by the revision by two experts specialized in the
field of internationalization of higher education. The researcher followed their
recommendations and adjusted the instrument. The next step was the piloting phase.
To perform it, the instrument was proposed to two international students to check
whether the students understood the questions correctly and if there was no
misinterpretation of the questions. After minor adjustments, the instrument was

proposed to the participants.
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Rose and Johnson (2020) identified ten strategies to address reliability and validity in
qualitative research: member checking (a), triangulation (b), critical reflexivity and
subjective positionality (c), rich, sick description (d), catalytic validity (e),
crystallization (f), searching for disconfirmation (negative case analysis) (g), peer
debriefing (h), prolonged engagement (i), and external auditor and audit trail (j). To
address the issue of trustworthiness in this study, three out of ten strategies listed by

Rose and Johnson (2020) were followed in the current study.

According to Rose and Johnson (2020), the triangulation strategy includes the
application of different methods (a), different data sources (b), multiple analysts (c),
multiple paradigms or theories (d), and multiple types of analyses (e). In this study,
the different data sources were utilized, meaning that more than one source of data
was applied to ensure the data validity. During the interviews, the researcher took
notes where necessary to get a fuller picture of the participants’ experiences. The notes
were incorporated into journals and were utilized during the data analysis to ensure

rich a database.

Moreover, to enhance the reliability of this research, all interviews were digitally
recorded, and detailed field notes were taken. Al interviews were transcribed
verbatim. In addition, to obtain a diversity of perceptions that might be opposing or
contradictory to the meaning, international students from different backgrounds,

countries, departments, and levels were chosen to participate in the research.

Furthermore, since many participants were expected to speak Russian, the interview
protocol questions were translated into Russian. After conducting the interviews, the
researcher transcribed them verbatim in Russian and translated them into English. To
impede the distortion of translation or loss meaning, the verbatim translation method
was applied to translate the protocol accurately and transcribed interviews. Then the
translation and original text were checked repeatedly. To ensure the correctness of the

translation, the official translator Russian-English checked the documents.

In addition, the researcher identified the biases she brought to the research by utilizing
the critical reflexivity and subjective positionality strategy (see Researcher’s Role).
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Finally, the researcher requested an expert review from her advisor on each stage of
the research as a peer debriefing strategy to ensure the validity and reliability of the

study.
3.8. Limitations of the Study

The current study has limitations in terms of its sampling, instrumentation, and results.
One of the factors is the COVID-19 quarantine regime that all universities in
Kazakhstan followed prior to the period of the research. The representativeness of the
sample is impacted by the fact that one and a half year prior to the interviewing of the
participants the universities in Kazakhstan followed an online format of the study due
to the pandemic situation. Thus, the researcher excluded the international students
studying in their 1 and 2 years at the undergraduate level and Master’s students
expecting their lack of the experience of study offline. The researcher expected that
they would not be able to answer some of the questions and share their experiences

during the interview.

Another limitation is the non-response rate of participants due to the refusal of some
chosen participants to be interviewed. The researcher contacted 54 potential
international students. Only 18 agreed to participate. Three could not conduct online
interviews due to the time zone difference or busy schedules. The possible limitation
iS also the researcher’s bias since the researcher herself has a positive attitude to the

quality of services at one of the evaluated universities where she currently works.

Last, the study covers international students from three universities located in Nur-
Sultan that restricts access to the experiences of other international students out of
Nur-Sultan even though the quality of educational services of other universities may

differ from those in Nur-Sultan.

3.9. Researcher’s Role

This section presents the role of the researcher in the whole process of the research,
starting from identifying the topic of the research, the reasons behind that starting

point, continuing with the research question and all procedures following its
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specification and ending with the dissemination of findings and presenting the
discussion part. Since the researcher conducts the data collection procedures and their
analysis, she plays an essential role in each stage of the qualitative research. In this
regard, the researcher feels the need to reflect on her role as the researcher in this study
to depict the wider view on the research question specification and other steps and
specifically how the researcher’s beliefs, background and mindset formed the final
state of the study. Thus, the need to consider the role of the researcher within the study

critically is an essential point.

The main goal of this research was to explore the satisfaction level and learning
experiences of international students in Kazakhstani universities. The researcher
would like to know how her positive personal experience of being an international
student in Turkey differs from those of international students in Kazakhstan and what
steps are needed to be taken to enhance their satisfaction with educational quality if
the international students are dissatisfied with the specific services. She also strived to
build the study in a way to get a deeper understanding of the issue and propose the
direction for further research in this area since the evaluation of the educational quality
of Kazakhstani universities is an important aspect of creating a regional hub in Central

Asia in the field of higher education.

The researcher reflected and identified the areas where her position significantly
influenced the research process: motivation to conduct the study on the specific topic,
her personal biases and assumptions, her current job position in one of the evaluated
universities, challenges of collecting and analyzing qualitative data and input in her

development as a researcher during this study.

Regarding the starting point of this fruitful research journey, there is a need to explain
the background motivation of the researcher formed under her background and
experience. Her interest in the topic can be traced to her study at another National
University in Kazakhstan in Almaty. Her personal experience during her study there
has negative perceptions of the low educational quality. This perception was extended
to the whole system of higher education in Kazakhstan at the time. The deplorable

state of higher education at the time could be explained by the long recovery period
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after the collapse of the Soviet Union, when the whole education system had to be
rebuilt from scratch. Therefore, the problem of the quality of education was of great
concern to the researcher since, for her, as a citizen of Kazakhstan, the topic of high-
quality higher education is essential in regard to future prosperity of her country. The
following event as her study at a renowned and high-rank university in Turkey allowed
her to focus on the educational quality problem in Kazakhstan from international
student’s perspective. Her experience as an international student gave her a clue on
how to evaluate the educational quality in her country since international students have
their perceptions and expectations and thus, can provide a rich evaluation of the issue
explored. In addition, the researcher’s motivation came from the practical perspective
on enhancing the educational quality considering the problems that should have been

identified in the study.

Besides the personal negative experience of studying at Kazakhstani university, the
researcher has a positive experience working at one of the evaluated universities. As
a part of administrative support provider at the university, she, as a researcher, put
aside her beliefs and perceptions of the university worker, so they did not intervene in

the research process.

Throughout all steps of the study, the researcher was neutral and open to all
perceptions and opinions shared by the participants. The same point of view the
researcher kept during the literature review, analyzing qualitative data, and presenting
the findings. Moreover, the researcher conducted all interviews by asking open-ended
questions so all participants could freely share their positive and negative learning
experiences. Besides, the participants were asked clarifying questions to avoid
misunderstanding and additional questions to ambiguous responses to avoid
misinterpretation. As a result, in the findings, were included all opinions of the
international students: positive and negative, to create an objective picture and
climinate the researcher’s bias regarding the educational quality. So, the researcher
strived in approaching all participants objectively and positioned herself as a careful

listener open to any opinion.
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One more issue to mention is the absence of assumptions regarding the perceptions
and experiences of the participants. It can be explained by 16 years after the
researcher’s graduation and short period (1 month) of employment at the evaluated
university before conducting the interviews. For a long period since graduation, the
government introduced many changes in higher education aimed at enhancing
educational quality. Thus, the researcher did not have any assumptions regarding the

educational quality at the Kazakhstani universities.

In turn, the current study benefited the researcher in overcoming the challenges
encountered. The researcher faced the problem of getting the participants. It needs to
mention that two out of three universities’ administrations were happy to share the list
of international students and asked to share the study results with them. They were
open and supportive. The third university administration rejected sharing the names
of international students. So, the researcher found three participants by herself.
Another issue was the rejection rate to participate. The researcher contacted 54
potential participants. Only 18 were happy to participate. But due to busy schedules
or time zone differences, three could not share their experiences. All interviews were
conducted in the evening, so they fit the busy schedule of the participants. The
researcher tried to apply a snowball sampling unsuccessfully. None of the referred
international students replied to the emails and messages. One participant could not
use ZOOM application, so she installed VOOV application that is allowed in China.
Under such unexpected issues, the researcher gained a rich experience in gathering
raw qualitative data from international students and finding alternatives. She also
learned how to conduct an interview, so the participant feels free to share any opinion
and perspective on the issue. As a novice researcher, she learned a lot about the
educational quality from the international perspective within the Kazakhstani context
and how it can be enhanced. The researcher also experienced periods of solid
motivation and the impossibility in this study and learned how to conduct qualitative

research as her first experience in this field.
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CHAPTER 4

FINDINGS

This chapter demonstrates findings that were obtained in the result of the analysis of
the interviews conducted with 15 international students from three universities in Nur-
Sultan, Kazakhstan. The results are grouped into five main sections. The first section
explores the general experience of international students and their overall satisfaction
with educational quality at their universities and the reasons they choose their
universities. The next section presents the results of the students’ vision of the
university’s quality of administrative support. The third section provides the
international students’ reflection on their experiences with the academic dimension.
The next part suggests the findings on students’ satisfaction with support services and
physical environment issues. And the last section provides information on their
attitude to their experiences and includes possible steps proposed by the students to

improve some aspects of quality.
Table 3

Main Themes and Sub-themes Based on the Findings

Themes Sub-themes
General Satisfaction and Learning Territorial and Historical Proximity
Experiences University Characteristics and Future Perspectives

Residence Permit and Visa Support
Communication Issues

Clearness of Administrative Processes

Language Issues

Course Content, Structure and Challenging Study
Program

Distance Learning Period

Quality of Administrative Support at the
University

Academic Dimension Quality

Satisfaction with Support Facilities and
Physical Environment Quality
Recommendations of the Students
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4.1. General Satisfaction and Learning Experiences

To obtain a more detailed depiction of the participant’s satisfaction with the quality
education and their learning experiences in Kazakhstani universities, the findings need
to be analyzed through the lens of the theoretical framework that upholds this study.
According to the HESQUAL model of Teeroovengadum et al. (2016), the service
quality of HEIs includes such factors as administrative quality (attitude and behavior,
administrative processes), support facilities quality, core educational quality
(curriculum, attitude and behavior, competence, pedagogy), physical environment
quality (support infrastructure, learning setting, general infrastructure) and
transformative quality that is out of the focus of this study. A more detailed description

of each factor is provided in Chapter 2 of this study.

During the initial conversation about the overall experience and satisfaction with the
educational quality, the international students shared similar points on their
expectations about their universities and education quality. Some aspects of the
profiles of the international students also are considered in terms of their satisfaction
with educational quality because some patterns influencing the satisfaction degree of

students might be discovered.
4.1.1. Territorial and Historical Proximity

Regarding the sample representatives, it is needed to note that 6 students were from
non-post-Soviet countries while the other 9 participants were from the former Soviet
Union. This fact might affect the satisfaction level of the students that are from the
former Soviet Union due to the similarity of education systems of higher education

established during the period of the Union and territorial proximity.

All interviewed students got scholarships from different sources to study at their
universities. All participants stated that their overall satisfaction with educational
quality is met, and they have an overall positive learning experience in their

universities with some recommendations and remarks on how their experience and
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satisfaction could be improved. Their recommendations and proposals will be

provided in the last section of this chapter.

Out of 15 students, 5 students explained the reason to choose Kazakhstan as a country
of destination due to being a Kazakh and as a family reunion. Their close relatives live
in Kazakhstan. Another international student also mentioned being a Kazakh, but she
considered Kazakhstan as a historical homeland and planned to get experience living

and studying here. She does not have relatives here.
4.1.2. University Characteristics and Future Perspectives

Other 9 students have different reasons to study in Kazakhstan. Only two of them
stated that they did not know anything about Kazakhstan and had concerns related to
their learning experience before coming. Their reason to come to Kazakhstan is the
scholarship program that allowed them to get the desired degree in their field of
interest. In turn, one of the participants was specialized in Russian and Kazakh
languages and her professional interest was focused on Central Asia while other 2
participants finished the last class in Kazakhstani high schools and decided to continue
their education in this country. Moreover, Participant 8 stated that he does not plan to
study in Kazakhstan, but he was a winner of the International Chemistry Olympiad
that was held in his current university in Nur-Sultan. He liked the facilities and
laboratories and when he was invited to interview during the application period, he
liked the faculty and professors, so he decided to continue his education at his current

university.

Well, to be honest, I didn’t plan. I got accepted from one university in Korea
but then | came here to Nur-Sultan because of the International Chemistry
Olympiad, so | was a participant. | liked the facility here first, so | applied and
then 1 was an International Olympiad winner, they invited me for an interview.
Well, when | came here and went through the interview, | really like the faculty
and professors here because they were really friendly and they told me what is
going here, so that maybe it’s a nice thing. It was a nice idea to attend here.

For most of the participants, the initial satisfaction with their learning experience and

the educational quality of their universities might be explained by the fact that they

deliberately chose Kazakhstan as their study destination abroad. Other 5 participants
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also claimed that they chose their current university due to having a status of National
University, the diploma being acknowledged in their country and being in the
worldwide ranking system. They believe that after graduation they have a higher
chance of employment due to having an education in their current university. As one

of the participants recalled:

I chose (the name of the university) because at that time it was considered one
of the best...I would have more opportunities to go somewhere further in terms
of job prospects (Participant 7).
A similar reason had Participants 13, 14 and 15. They reported that the diploma from
Kazakhstani university will provide them more opportunities to be hired back in their
country due to the higher level of educational quality in their field. Additionally, there
were 3 participants who stated that they liked the student mobility opportunities that
their university provides but due to the pandemic period they were unable to take

advantage of it.

Interestingly, one of the participants emphasized that she was satisfied with her
educational experience in Kazakhstan because of “enjoining a free learning

environment”:

You can do what you want to do. You can learn what you want to learn and
just ask anyone who can help you as he/she will help you... because studying
in China we are always faced with plenty of pressure (Participant 6).
This statement can be connected to the fact that in China there are strict governmental
restrictions on many issues which is also reflected in the field of higher education.

However, the other participant from China did not mention any such issue.
4.2. Quality of Administrative Support at the University

Even though most of the students interviewed stated that they were overall satisfied
with the educational quality proposed by their universities, the findings suggest that
there is no common opinion among students regarding each factor covered in this
research based on the theoretical framework due to their different educational
experiences. So, the results were divided into the following sub-themes.
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4.2.1. Residence Permit and Visa Support

Most participants stated that they were satisfied with the administrative support at their

universities.

6 Participants claimed that they had some kind of issues with their residence permits
or visas. Most of the participants had positive experiences of getting a residence
permits or visas with university support. Thus, two participants recalled that inquiries
with passports and visas were made in advance. The international students were asked
to collect all necessary documents and were told the specific date when they need to
pick up ready-made passports or visas. One of them called the procedure “promptly,

quickly and clearly done”.

Another participant also mentioned that foreigners were treated very well in this issue
because from his personal experience he had always delayed in-residence registration
due to the road to Nur-Sultan which took more than two days, and the administrative
staff was very helpful in resolving the residence issue. In turn, Participant 8 recalled
that he had a permanent address in Almaty and the policies did not allow him to get a
residence permit in Nur-Sultan where his university is located but the administrative
staff responsible for this issue “tried to do their best” and was “supportive for about
one week in trying to do it in Nur-Sultan”. In contrast, 2 participants had claimed that
their university needed to accompany the residence permit issued for the international
students, but the administrative staff was unable to help them and did not have much
information on how to register them. These students had problems with their
registration and solved them by themselves. Moreover, another participant mentioned
that the department of international cooperation reacted to his problems “a little

negligently”.

There is the Department of International Cooperation that deals with foreign
students. Here | have difficulties with registration. Its staff reacted to our
problems a little negligently. Because of this, there were such incomprehensive
difficulties. There were many students just like me. Then the Republic of
Kazakhstan issued us fines for the fact that we could overstay our registration
there...The staff did not have information and was too busy with other
reporting matters (Participant 4).
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One of the participants had no issues with registration due to having already residence
permit, but she reported the loss of medical insurance supposedly by the mistake of
the university. She also regretted that she restored it by herself even though it was the

responsibility of the university staff.

4.2.2. Communication Issues

All international students stated that they have a specific department at their university
that deals with their specific issues. 4 participants reported that they were assigned
with a specific person — a curator — who provided support to them in any issue they
faced. The curators were ready to help them with any problems or issues replying to
their messages through WhatsApp and providing all necessary information on

resolving them. One participant shared his experience about his curator:

I was lucky to meet Sandra, even before I came down here. She was very
helpful. Sandra’s model is the best staff I’ve worked with it as an international
student. Very, very helpful to us (Participant 11).
All participants except one claimed that communication with administrative staff
satisfied them because they can use any way of communication: emails, WhatsApp or
visiting the office. The university staff they described as “friendly and trying to do
their best to solve the issue”. They respond in a timely manner without delays.

Participant 6 shared her experience:

They helped me to solve my problem. Every time. One of the most important

things is that even if they don’t know how to exactly solve your problem, they

at least will find the person to help you...
The language issue as a means of communication with local people was mentioned by
three participants who were representatives of non-post-Soviet countries. They did not
know basic Russian which is the most popular language of communication in
Kazakhstan. They mentioned that earlier their university-provided Russian courses as
optional courses but now there is only a student Russian Club that does not provide
regular classes. This opportunity could diminish the communication problems in
Russian stated by one of the participants who reported that administrative staff of

lower rank was not proficient in English and since he did not know Russian or Kazakh
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languages sometime he was not able to explain his requests. He reported that he solved
the issue by taking his friends speaking Russian or Kazakh to help him. He also
suggested “recruiting multilingual proficient in their language skills staff”. Other
participants except Participant 6 did not claim any language issues with administrative
staff. This should be associated with the fact that most participants are from former
Soviet Union countries with the Russian heritage as communication means. In turn,
another participant reported that the administrative staff did not communicate in

English, so she communicated in Kazakh because she knew it.

In contrast, other participants did not remark on any language issue as a means of
communication. This fact can be attributed to being most of them from post-Soviet
countries and their proficiency in Russian. The last two participants from China also
have basic knowledge of Russian so they did not have any problems with local

community communication.

A total of 4 participants reported some language issues in communication with
administrative staff. They reported being purely Russian speakers while 90% of the
department working with international students was native Kazakh speakers. This fact
created barriers to communication and resolving the problems of international
students. Particularly, Participant 4 reported that the staff was not efficient in English
and international students without Kazakh and Russian language knowledge were

mostly ignored due to the language barrier.

...we also have English-speaking students, and the department did not work
well with them because the staff simply did not know English...
In contrast, another participant reported a negative experience with administrative
staff. In her opinion, the administrative staff had “a little lack of politeness”. There
was a delay in replying to her emails, there was no visa support. She was also the only
one who mentioned the problem of getting a dormitory. She stated that in her case she
addressed the issue to the vice-rector and only after his call she received a place in the

dormitory.

50



4.2 3. Clearness of Administrative Processes

All participants except one claimed that they were provided clear instructions on the

procedures at the university. So, a participant stated that:

...they always send us instructions on how to go there, everything is straight
explained. Well, it seems to me that everything is clear. And they provide
everything on time, sometimes even faster than the time is generally written
(Participant 7).
Most of them did not face bureaucracy issues. They all stated that they were satisfied
with the procedures. In cases when they had any questions, the administrative staff
explained the steps needed. Moreover, during the pandemic period, most procedures
became more convenient since they were transferred to electronic format. Each
university created a special system through which students were able to apply for any

document issued by the university.

In contrast, another participant reported that she did not understand some procedures
at her university. She emphasized the issues with accommodation in the dormitory and
visa support when she needed to either find a person who would intervene to solve the
issue or collect all documents for her visa by herself. She also stated that her requests
to the Department for International Cooperation sometimes were not responded. Some

of their replies did not help her.

Even if you need to solve problems, you still need to find the most important
person, for example, the rector or vice-rector or someone else. If you take an
ordinary employee, I don’t know, apparently, I don’t know their position. They
didn’t even solve my problem with the dormitory, so I immediately found the
vice-rector and thanks to one call, this call solved everything...Neither they
did not respond to emails... And there is no support for obtaining a visa
neither. It’s kind of weird, I think... (Participant 1).

She also stated the bureaucracy issue in her department. The document flow for Ph.D.
students required the signature of the university rector. So, she had to get his signature
for the research topic and international internship reports even though they were
already approved by her department.
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Firstly, when topic of the dissertation was determined, the rector must sign the
order, even when we were going on an internship, the rector mist sign. The
doctoral student and his supervisor have chosen the scientific topic, it has been
already signed at the department. This is enough for me. I don’t understand
why the rector’s signature is always needed. And they always require his
signature from me... There is still a lot of reports. For a doctoral student, in my
opinion, the most important thing is research, not reports. In Kazakhstan, we
prepare a report every semester. For pedagogical practice we filled out a report
on 30 sheets, written by hand... (Participant 1).

One participant reported the bureaucracy that professors deal with, and it affects the

interaction quality with students. He stated that:

| was told from pretty much all the professors that | have interacted with that
they are dealing with a lot of bureaucracy. They are doing so many documents,
so they find it hard to engage with students just fully (Participant 8).

4.3. Academic Dimension Quality

Regarding the academic dimension, the findings suggest that all participants except
one were satisfied with their faculty, its expertise, knowledge, exams and other issues.
All participants reported that attitude to the students depended on the teaching style of
the lecturers. Some of them prefer to give just lectures without discussions even
though they answer all students’ questions arising during classes. The student has also
an opportunity to address his questions during office hours. The other part of lecturers
actively involves students in the learning process by supporting discussions among
students. Some students claimed that they have two types of classes: lectures and
seminars. During the lectures, they are only giving information while during seminars
they have opportunities to ask their questions, clarify points they did not understand
and have discussions. As an example, one participant reported that the students from
his department suggested more modern analogs to some programs that were proposed
by their program and the lecturers agreed to adapt the assignments to a new approach

and supported such initiatives from the students.

There were cases when we used old programs, but students found more modern
analogues and offered to replace the with them, then in principle lecturers
agreed. That is, some lecturers were very loyal to the initiatives of students if
the task was completed even if it was not completed in the format that was
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originally intended, but if there was a result, then they were loyal (Participant
2).

4.3.1. Language Issues

Some students reported language issues during their studies. So, one participant faced
the problem of getting feedback on her academic paper since her advisor was not
proficient in English. This international student was advised to find someone who can
support her. Another problem she encountered is the English deficiency of the
lecturers. She applied for the English classes program, but some lecturers spoke
preferable in Russian she did not know. She expressed her dissatisfaction with the

university’s approach to the hiring requirements for faculty staff.

We need to publish some articles. ...I needed to get some feedback on my
paper, and | asked my advisor. And she because all my article argumentation
was in English she asked me to find maybe our some good teachers who know
English....I took one class and I was the only foreign student in that classroom.
That time | felt a bit disappointed and a bit sad because | expected the teacher
understands me better and you know, do care about me better like because |
choose the English class, not the Russian class. She should be able to speak
English and tell us everything in English. But things were different. Maybe it
was easier for her to speak Russian. I was like “why is this happening and why
didn’t the faculty do something about that (Participant 6)?
One of the participants had a problem with the obligatory course in the Kazakh
language. He reported that as an international student he was included in the beginner
level group in the 1% year but in the 2" year the situation changed, and all international
students were combined with local students who mostly already knew this language.
The group was on the intermediate level while international students started a previous
year with an alphabet. This experience was “stressful” for him. The university
representatives did not explain why it happened. A similar situation had another
participant from the same university. She chose the Russian department assuming that
all lectures would be conducted either in English or Russian. During the 1% year of
study, the study was held in Russian and English. But in the 3" year, her department
was merged with the Kazakh department and many classes were provided in Kazakh.
She also emphasized that international students were unable to do anything with this
fact. In such situations, the international students were put at a disadvantage.
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Upon admission, we were asked in what language we would like to study. We
were 3 departments: Russian, Kazakh, and multilingual. It was assumed that
each division studies in the language that it chose, but over time, the university
was somehow not particularly interested in foreign students, we were simply
confronted with the fact that we will be taught in Kazakh without considering
the fact we do not speak it. We just had a problem that there were not so many
students in Russian department, and therefore, closer to the 3" year, we were
merged with Kazakh department. We studied all together, since many lecturers
do not particularly speak Russian, and for us, and unfortunately, for them, it
was difficult to communicate in general (Participant 5).

4.3.2. Course Content, Structure and Challenging Study Program

Some of the students voiced the problem of course content and structure at their
universities. One participant reported that even though she was satisfied with the
course content itself she disagreed with the lecture/self-study/practice proportion. Out
of 150 hours, she has only 60-70 hours of lecture that she found not enough and too
much independent work (self-study and practice). In contrast, participants with
medical backgrounds reported that their program needs more practice. One of the
participants also reported that for his specialty (IT) more practice is required just
because of the nature of the future work. He also recalled that some of the course
content was outdated and needed to be updated since the programming field is actively

developing.

I don’t know about other specialties in other departments, it may be necessary,
but for Information Technology specialty, | think more practice required. |
think that it is in this specialty students need to practice their professional skills
in programming a lot to learn something. In my opinion, let’s say that some of
the areas we are taught are little outdated and have lost their relevance today,
so | would like to replace the teaching of some disciplines with more modern
ones... (Participant 2).
The same problem was voiced by another participant (Accounting) who reported that
the knowledge of some of the faculty staff was outdated but she emphasized that they
“tried to keep up with the new trends and learned new things”. She also claimed that
professors tried to adapt their knowledge to the new methods in this specialty. The
outdated state of the faculty knowledge could be explained by the nature of their fields
that develops all the time: IT and Accounting and new methods and technology are

introduced very often.
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In turn, one participant reported that the course content the university provides does
not apply to some degree. She explained that since she studies International Relations
the university could not suggest the wide range of languages that is supposed to be

offered. She also regretted that her program was more oriented to the cultural settings.

Most participants reported the problem with the course selection process. In their
universities, it was announced that a system of mandatory and elective courses would
be introduced. In reality, the university proposed some electives, but the students could
not identify their vector of the study. They could choose the electives only as a whole
group so at the beginning of every semester they had a debate with their classmates
and by the majority of voices had to decide which course they would study. As a

participant mentioned:

The system does not work... I don’t really want to choose because you don’t
believe that they will let you study the course of interest. We are forced to
choose all the same. The whole group goes through what is needed what they
have chosen (Participant 7).

If the new initiatives would be in place each international student will be able to create

an individual vector of the courses depending on their interests.

In contrast, another participant from the university which provides elective and
mandatory courses identified the problem that her specialty is popular and there is a
problem with getting some courses since some of them are in high demand. Even the
registrar office could not help because the specific procedure for add-course

applications mostly resulted in rejection.

All participants reported that they have a positive learning experience in their
universities. However, when questioning their general experience only some of them
had some problems with different aspects of academic and non-academic life. Among
them, one claimed that while being satisfied overall with the education quality at her
university, she stated that it is hard to study at her university defining the study as
“stressful”. She also shared the idea that “all students are very talented and all of them
are really smart”. The other participant, in contrast, openly stated that he was at some

point disappointed with the difficulty of classes because some of them even though
55



were very attractive to him in reality were too easy, so he changed his major three

times to find the appropriate level of class difficulty:

...the difficulty of courses really depends on the instructor. You cannot really

predict what will happen in the course unless you got really into it... but I like

courses here (Participant 8).
These two students were from one particular university and department. The findings
lead to the conclusion that satisfaction with the course difficulty and content depends
at some point on the knowledge background the students have before entering their
university. The issue of the difficulty of overall study from a different standpoint was
mentioned also by Ph.D. student who was a representative of another university. The
differences in educational systems of local and home country universities also affect
the learning experiences of international students. So, she stated that the requirements

for the Ph.D. students at her university were difficult to meet.

To be honest, it seems to me that this is a bit difficult for me as a foreigner,
because we do not have any distinction between foreigners and local doctoral
students. We study together, and all requirements for us the same. It seems to
me that at my university and in general in Kazakhstan it’s very difficult
because 3 published works are required with high percentile Scopus
journal...There are also pedagogical practice, scientific practice, and also an
internship abroad. In general, the learning process is very difficult, and there
are a lot of processes (Participant 1).
She also provided some information on the requirements for Ph.D. students in her
country. She emphasized that in Kazakhstan the Ph.D. student should determine the
topic of the dissertation and find an international consultant two months after the
beginning of the first semester while in her country the students decide on the topic
by the third year. This student clearly stated that she was “surprised” by this fact, and
it was “unexpected” to her even though she liked the overall level of her education. In
turn, 2 participants remarked that they expected to have trouble meeting the high
standards of education at their university. But after two months of study, one of them

claimed to have “not too strict professors who were also understanding” and the whole

process was not so stressful for her while the second one mentioned:
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First time | was very worried about whether | would cope with all the
upcoming studies, whether | would be able to move on and in general whether
| would be able to graduate from the university (Participant 2).
But after 4 years of study, he said to be grateful to the university. Other 11 participants
stated that they are satisfied with the overall level of education and difficulty of the

study.

When reflecting on their experience as international students, some participants
remarked that people are very friendly to them and overall, the university community
has a positive attitude to them. Participant 11 stated that the university provided them
with a staff representative who was very helpful to newcomers and helped a lot during
adaptation to the new country. However, one participant claimed that there was no
difference in requirements for local and international students in terms of the study
while in her country it is different. She regretted it because as was mentioned earlier
she found the study requirements for doctoral students too high in Kazakhstan. Other
participants did not mention attitudes toward them as international students

specifically.

4.3.3. Distance Learning Period

To address the issue of the educational quality in Kazakhstani universities questions
about the learning experiences during the pandemic period also were introduced to the

international students.

All participants reported that overall, during the period of distance learning they had
a positive learning experience. The academic staff tried to do their best to encourage
the students to study in a such way. They introduced more additional materials and
applied more visually attractive materials. The communication with the faculty was

stable. They replied to any emails without delays.

One participant mentioned that he liked this period because unlike regular study he
was allowed to use additional materials during the mid-term examinations which
positively affected his grades. He also shared the idea that online teaching is more

applicable for humanitarian courses but for his major (Mathematics) offline format is
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preferable. Additionally, another participant stated that after the online period of
learning the majority of lectures switched the approach to the learning process. He
emphasized the positive change in using the only electronic format of books. There
was no longer a need to use hard-copy books. In turn, one of the participants reported
that some of the staff were from “old school” and the first time had difficulties with
new technologies but over time they adapted and continued their teaching process. In
contrast, some of the participants stated that the period of distance learning negatively
affected their knowledge base in their field since their specialty involves the work with
patients and demands a lot of practical classes that they missed during the pandemic
period. In turn, another participant reported the problem of missing a practice course

on 1 C enterprise due to the pandemic period.

It was no fault of the university, everything was in distance learning mode, but
we missed the most important course for our specialty (Participant 3).
For her as an international student, it was impossible to pass this practice by herself
because of not have the citizenship of Kazakhstan her candidacy was rejected by local

companies.

A similar problem had another participant. She mentioned that her university provides
a wide range of opportunities to go abroad but due to the Covid-19 period she was not

able to apply for the student mobility program.

The university provides opportunities for student mobility. It is not difficult to
get into a mobility program and go abroad. | study Korean and Japanese and
could go to Japan or Korea to study at the university there for a while.
Unfortunately, | could not use it because all countries were closed (Participant
5).

Some of the students reported the problem of access to the good quality internet. They
returned to their countries during the pandemic period and encountered the problem

of a lack of high-speed internet. One of the participants reported that she is from the

capital of her country and even there was a big problem with online learning.

...I'had problems with internet connections in Uzbekistan. Some of my fellow

citizens did not live in cities, a little further from the city and there are already

big problems with internet connections. For example, | live in the capital but
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as you know the capital is always much better even there sometimes there were
interruptions in the connection. They (professors) thought that it was
unrealistic that everyone should have Internet access, moreover, we still have
a very expensive one in Uzbekistan (Participant 3).

Some of the lecturers were understandable some were not but she agreed that this

problem did not connect to the university itself.

4.4. Satisfaction with Support Facilities and Physical Environment Quality

Overall, all participants claimed that they were satisfied with the conditions that their
universities provide. Some of the participants reported that all services like IT help,
dormitory conditions, copy and printing facilities, library and safety on the campus
are at a high level so they did not have any remarks to mention. This can be explained
by the fact that they are from one university that has a new campus that was built with
the idea to provide all services at the highest level of quality. As one of the participants

mentioned:

Living on the campus is relaxed life in terms of access to the library or Sports

Center. We have an Olympic-size pool here. [ don’t see any difference between

here and European universities in this regard (Participant 10).
But he also emphasized the problem of the university administration’s decision
regarding access to the campus during the pandemic period. He agreed that the
restrictions on going out of the campus were understandable during that time, but his
university still has restrictions on the campus access. Even though the pandemic time
was over in Kazakhstan and every organization returned to the normal operational
state, his university still allowed to enter only the students who had offline courses.
He found this decision “strange” and described it as “limiting the freedom of the

students”.

Other participants mentioned that they have some remarks about this dimension of
quality even though it was explained that this factor did not influence their satisfaction
with the university too much. Most conditions of their university (safety, library,

lecture rooms and their equipment, students’ club activities and others) satisfied them.
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So, some participants reported that all services provided by their universities have met
their needs. Most of the international students claimed that their university made a
good decision after the pandemic time on creating study corners in every block where
students can perform their homework or just sit and relax. These corners provide sofas,
tables and chairs so they created a comfortable atmosphere in the buildings. Now

students have a choice between library settings and these corners.

| can only say positive things about the library, yes, we have it, and it is quite
complete and large. Before pandemic time there were no such places where
you could sit and relax, work out, or sit at a free table. There were not there,
and we went to the library to sit there. Now they already exist in every building
(Participant 4).
However, they stated that printing facilities also need to be present on the campus.
There is no such service on the territory of their campus, so the students find it within
a walk distance outside. They sounded like it is no big problem but if they can print
and copy any materials inside of their blocks it would be more convenient in terms of

saving their time.

But we do not have copy services, printing services. As far as | remember, they
were in the 1% year, but then they were removed. In this regard, of course, the
university need to elaborate this issue. Because when we need to print
something or copy, we need to ask for time off to go somewhere, leave the
campus, look for these services somewhere (Participant 7).
They also reported that even though recently the new sports block was built on the
territory of the campus the students had access to it only during sports classes. They

claimed that they cannot use it at another time.

2 participants mentioned a lighting issue in the lecture rooms. They described it as
“poor and insufficient”. Regarding the conditions of the university’s blocks based on
the answers of the students, it can be concluded that it depends on the age of the blocks.
Only one participant mentioned that her block was very old in comparison to other
blocks of her university, and it needs to be renovated. Other students from this

university stated that their buildings are in good condition.
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4.5. Recommendations of the Students

All participants except one reported that they would recommend their universities to
the other prospective students in their countries. Most of them emphasized that faculty
members are the most satisfying factor of their experience. One participants said that
the academic part needs more knowledge of field-practice due to being part of a
rapidly changing industry his specialty needs to be adapted more frequently. So, the
academic dimension did not satisfy him, but he liked the sociological part of his
experience which is out of interest in this study. Another participant also will
recommend their university with a remark that her university could be recommended
for only humanitarian specialties, but for technical programs, she would suggest
choosing universities with technical orientation. In contrast, one participant reported
that she will not recommend her university because of many issues she shared during
the interview: starting from degree requirements that are difficult to fulfill during a
short period, English deficiency of staff, bureaucracy issues and weak administrative

support.

Other dimensions of educational quality in the scope of the theoretical framework
satisfy the international students with some remarks and as they stated did not
influence their satisfaction level too much. They all reported that the academic part is

the most important component based on their evaluation of their learning experiences.

The findings demonstrate that students at the Ph.D. level are more confident to share
their vision on how to improve educational quality in their university. Interestingly,
despite all students being from the same university, they proposed different
suggestions. There is no similar answer among students. Most of the participants
claimed that there are satisfied with the quality of services provided by their university,

and they do not have anything to suggest.

One of the participants gave suggestions related to university promotion that includes
course content and exchange program. Even though he is also satisfied with the
educational quality in his university, the participant discussed the issue of the necessity
to include different world language courses in the university programs. He considers
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this issue as a part of university promotion since university graduates should be

competitive in the world labor market.

...just teaching them several languages like Russian or maybe Chinese, some
European languages or maybe Arabic or Turkish language is due to increase
their chance to be promoted... to be more qualified as job seekers (Participant

10).
The student also suggested an exchange program introduction to the university
practice as a part of its promotion among world universities. He claimed that the
implementation of such programs would “improve the university positioning” among
Central Asia universities first and then promote it among world universities because
the students “have to be connected well with” other universities. This student also
proposed a measure to reconsider the university budget for participation in
international conferences. He reported missing two conferences due to the lack of

funding for such needs.

Another participant who also is a PH.D. student shared the vision that the university
administration should pay more attention to the needs of the students. She emphasized
the issue that the university administration is not connected to the students. She

pointed out the fact that she never saw the university head (rector).

4.6. Summary

In conclusion, the overwhelming majority of the international students reported their
overall satisfaction with different aspects of educational quality that were considered
within the HESQUAL model of Teeroovengadum et al. (2016).

The core educational quality was reported by the most international students as a most
essential element that influences their satisfaction. Out of 15 participants, only one
participant was dissatisfied with her overall learning experience. Other participants
stated that they were satisfied with their learning experiences. Some of them
encountered such problems as communication issues with the faculty due to the

language deficiency of the latter, the impossibility to choose electives to create their
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unique vector of education that meets their interests and internet quality during the

pandemic period and lack of practice.

The quality of the administrative dimension also mostly satisfied the international
students. According to it, some students reported such problems as the inability to help
them with the residence permits, loss of medical insurance and communication
problems due to language deficiency. Only one participant shared her experience as
negative because she did not feel any support from administrative staff in many issues

she faced and addressed them.

The quality of support facilities and physical environment satisfied most of the
participants. Such elements as access to the sports facilities, the necessity for
renovation of some buildings and the opening of printing and copy facilities need to
attract the attention of the university administration. Even though the overall quality
of all aspects satisfied the international students, some drawbacks and gaps of quality
need to be addressed by the university administration to enhance the quality that the
university provides and improve the learning experiences of students thus increasing

their satisfaction.
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CHAPTER 5

DISCUSSION AND CONCLUSION

This section presents a discussion, conclusion and implications of the key findings of
the study. First, it provides a brief summary of the results in connection with the
existing literature. The implications for the practice and suggestions for further

research are following next in this chapter.

The current study was conducted to explore the learning or educational experiences
and the satisfaction level of international students with the quality of educational
services in Kazakhstani universities. To reach the goal, four dimensions of the
educational quality of the HESQUAL model of Teeroovengadum et al. (2016) such as
administrative quality, support facilities quality, core educational quality and physical
environment quality were examined through semi-structured interviews with
international students from three Kazakhstani universities. The study was guided by

the following research question:

“What are the lived experiences of international students in Kazakhstani HEIs in

terms of the quality of educational services and their satisfaction?”
5.1. General Satisfaction and Learning Experiences

The findings of this study indicated that the results obtained are mostly parallel with
the existing literature and give the university administrators clues on what needs their
attention to enhance the educational quality dimension. As literature suggested,
generally international students are satisfied with their overall experience at the
universities (Ammigan & Jones, 2018; Rakhshandehroo & Ivanova, 2020). In
particular, the international students who are students of prestigious, modern and well-
known universities are more likely to positively evaluate their learning experiences
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(Masserini et al., 2019). According to this study, while most participants reported
overall satisfaction with the educational quality and learning experiences at their
universities among all dimensions of quality within the theoretical framework, the
core educational quality dimension has the most impact on international student
overall satisfaction while satisfaction with support services has the least impact. In
contrast, Bozbay et al. (2019) reported contradictory results that among international
students who participated in their study, all participants were dissatisfied with all

services provided by their universities.

Regarding the territorial and historical proximity, the existing literature claimed that
the scholarship policy of the host country was one of the factors attracting international
students to Turkey (Kondakci, 2011). Other reasons found in the study were “having
a relative or family member in Turkey”, “academic quality” and “field of the study”.
The findings of this research are consistent with these results and suggested that
participants had similar reasons why they chose Kazakhstan as their country of the

degree of persuasion.

As findings of this study also indicated, a pattern of similar historical background
should be taken into consideration as by this fact the satisfaction of some students
might be expected and explained due to the similar education system that was created
during the era of the Soviet Union. Since the overwhelmed majority of the participants
were from the former Soviet countries this aspect might explain some degree of their
positive learning experiences and satisfaction with the educational quality of their
universities because they might know what they should expect and thus, their

expectations were met.

In terms of university characteristics and future perspectives, the findings of this
research demonstrated that international students have several reasons to study in
Kazakhstan. Some of these reasons are similar to the results of the previous studies.
In the study by Altbach (2004), it was found that many international students chose
the United States of America as their study destination because, in their opinion,
graduation from American universities was prestigious and better in comparison to

their local universities. In confirmation of these rationales, the findings of this study
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stated that some of the participants deliberately chose Kazakhstani university as an
institution of their degree persuasion destination due to specific characteristics of the
institution (having a status of national university, diploma acknowledged in their
country, being in the world ranking and better job perspectives back in their country
due to the better quality of education). Altbach (2004) also claimed that some
international students aimed to stay in the host country to work and build a career.
Some of the participants of this study mentioned in their interviews that besides having
relatives in Kazakhstan and aiming to return to their historical homeland while others

plan to pursue a career path in Kazakhstan.
5.2. Quality of Administrative Support at the University

The previous research literature provides an understanding that administrative support
of universities plays important role in international student satisfaction and their
positive learning experiences (Grunwald & Peterson, 2003; Gopalan et al., 2019).
Moreover, in the study of Ammigan and Jones (2018), the findings claimed that the
support provided by International Office had the most positive impact on their
satisfaction. Additionally, according to Smith and Khawaja (2011) and Yusoff and
Othman (2011), the support provided by administrative personnel to international
students is important in affecting their academic satisfaction. Thus, the point supported
by the study of Korobova and Starobin (2015) defined that a supportive institutional
approach positively influenced the international students’ overall satisfaction.

Regarding the residence permit and visa support, the existing literature showed that
administrative support influences international student satisfaction, thus, the issues of
support in residence permit and visa obtaining play also an important role as a part of
the common understanding of administrative quality. The findings demonstrated that
the international students faced both an efficient support and its deficiency during their
state registration. Unexpected were results, that both evaluations of administrative
support in terms of state registration gave students from the same university. It means
that the representatives of the Department of International Cooperation, the unit

working with international students, demonstrated not consistent support quality.
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In turn, in terms of communication issues, the findings demonstrated that the
communication channels used by the administrative staff at all universities included
in this research promoted the possibility of adequately addressing the inquiries of
participants and made this process very comfortable. Such an approach to performing
their duties by administrative staff positively influenced the satisfaction of

international students with the administrative quality.

However, there is an issue within the communication aspect identified in this study.
Dissatisfaction was reported by some participants regarding the inappropriate
language proficiency of administrative staff. This was an important factor that
influenced the satisfaction of the participants and is consistent with the existed
literature (Mak et al., 2015). Hence, the administrative staff that had the English or
Russian language deficiency depending on the university could not provide the
necessary support to the students and their requests were not addressed adequately. A
similar problem was voiced in the study of Bozbay et al. (2020) that indicated the
dissatisfaction of international students in Turkey with interactions between non-
academic staff and international students due to the lack of English communication

skills of administrative staff.

Thus, to make the students’ experience more satisfying, the university administrators
should pay attention to the language proficiency of administrative staff those
international students communicate with to address their inquiries. Additionally,
according to the existing literature, the study conducted at the University of Derby
indicated that additional customer training of the administrative staff improved the

student experience by 32 % in one year (Baranova et al., 2011).

In regard to the clearness of administrative processes, the findings of this study
showed that most participants were satisfied with the administrative processes at their
universities. They reported that administrative procedures were clear and in the case
of not understanding steps administrative staff provided explanations needed. The
findings also demonstrated that the pandemic period positively influenced the
administrative processes aspect due to the move of all document flow to the online

mode. All participants emphasized that after the Covid-19 period they easily can
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request all documents through the online system. Most of the participants stated that
they did not face any issues of bureaucracy. So, it can be inferred that all procedures

were clear, transparent, and performed on time.

One participant reported the issue of bureaucracy that professors deal with on an
everyday basis. As reported this issue might negatively influence international student
satisfaction and educational quality overall because of demanding a lot of time thus

faculty might have not enough time to fully engage with their students.

5.3. Academic Dimension Quality

As findings of this study demonstrated, the core educational quality is the most
important factor for international student satisfaction. The majority of participants
agreed that academic quality plays the most important role in their satisfaction with

their learning experiences and the educational quality of the universities.

The existing literature is consistent with these findings. So, according to Appleton-
Knapp and Krentler (2006), the students were more satisfied with their learning
experience whose expectations were met and in contrast, if their expectations were not
met, they were dissatisfied. They also found that the quality of lectures had the highest
positive impact on their satisfaction. In turn, Lapina et al. (2016) reported that the
quality of academic staff and study programs are the most important factors for
international students in Estonia. The findings of Wilkins and Balakrishnan (2011)
also supported these results and defined the most influential factor in student
satisfaction — the quality of lecturers. Moreover, Masserini et al. (2019) defined
teaching as the main determinant of student satisfaction. Other studies also identified
aspects of core educational quality according to the HESQUAL model - competence,
behaviors, attitudes, and teaching style of lectures — as essential elements for providing
high-quality education (Douglas et al., 2006). Teaching quality was identified as the
most important aspect of student satisfaction with their learning experiences by other
researchers (Alves & Raposo, 2007; Mergen et al., 2000; Voss et al., 2007; Chelliah
et al., 2019). In turn, Ammigan and Jones (2018) provided different results. In their
study, the arrival and living experiences greatly influence the satisfaction level of
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international students, following by the learning aspects and support services

satisfaction.

As for language issues, language proficiency is another important factor that
significantly influences the satisfaction of international students with educational
quality in Kazakhstani universities. In regard to this study, the language proficiency
issue can be divided into two dimensions. The first one is the language deficiency of
academic staff. All cases related to the lack of faculty with specific language
proficiency reported by participants took place at the same university. The deficiency
of English when the lecturers switched to Russian and the deficiency of faculty in the
Russian language switching to Kazakh language instructors negatively influenced the
learning experiences and satisfaction level of these students. It can be the result of a
possible shortage of academic staff with a specific language of instruction. This
finding is similar to the previous studies (Rakhshandehroo & Ivanova, 2020;
Wilkinson, 2015) that stated the language efficiency limitations of academic staff and
faculty as linguistic challenges. They also assumed that universities face some
difficulties in securing sufficient faculty with teaching in English. As Rakhshandehroo
and Ivanova (2020) suggested in their study, in the case of English (Russian) speaking
academic staff lack it is possible to consider switching to the host language. But this
strategy might encounter another problem in mixed classes, particularly with
international students with limited knowledge of the host language. The implications
of this approach faced other students from the same university when they were taught

in Kazakh without sufficient knowledge of one of the host languages.

An overwhelming majority of the participants did not mention academic staff
language deficiency. It can be explained by the fact that they are from post-Soviet
countries where the Russian language is widespread or the university hires mostly
English native-speaking international academic staff. Hence, these students reported
positive experience and satisfaction with this aspect of their academic life. This result

is consistent with the previous research findings (Ammigan & Jones, 2018).

The question of hiring academic staff with sufficient language skills needs to attract

the attention of university administrators because the language efficiency of the
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faculty plays important role in effective faculty-student interactions that in turn
influences the overall satisfaction level (Mak et al., 2015; Arambewela & Hall, 2009;
Webber et al., 2013).

Similar to the findings of previous studies (Eom et al., 2006; Bini & Masserini, 2016;
Masserini et al., 2019) the results of this study regarding the course content, structure
and challenging study program demonstrated that course content and structure
influence international student satisfaction. In the case of this study, some participants
reported their dissatisfaction with the proportion of theoretical and practical parts

suggesting an increase in the practice component.

Another issue of course content, namely the challenging study program, was
demonstrated in the findings of this study. Some participants reported that they were
satisfied with their programs while others stated that their program was challenging.
The findings of this study are consistent with the existing literature demonstrating that
a challenging study program is one of the factors that have a positive influence on
international student satisfaction with educational quality. Thus, Korobova and
Starobin (2015) defined that level of educational challenge and student - faculty

interaction are among predictors of student satisfaction.

In turn, regarding the distance learning period the findings of this study demonstrated
that universities strived to provide the educational process at the operational level
during the pandemic period. There was a period of adaptation to the new delivery
process from both students and lecturers at that time. The universities moved the
course delivery process to the online format that can be compared to the e-learning
principles. The universities operated on the basis of online platforms and established
online systems for document flow to keep physical interactions to a minimum. The
participants reported some positive aspects of the distance learning period. For
example, they reported using lecturers more additional sources of information and
more complicated technologies to keep students’ attention during classes. All
documents they were able to request online saving their time. These results come in
line with existing literature that claimed distance learning is a complex process of

creation and improvement of integrated information systems. It demands the
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advancement of information and communication technology (Harsasi & Sutawijaya,
2018).

In contrast to the findings of this study, nursing students reported low and moderate
satisfaction with online learning during the pandemic period. They also reported this
time as a very stressful (Oducado & Estoque, 2021). In turn, according to Ngo and
Ngadiman (2021), student satisfaction during the pandemic period was influenced
significantly by good internet connections and speed and website content which
supports the findings of this research where some students reported difficulties to
perform all assignments due to the low speed and bad quality of the internet they had
in their own cities. The affordability and accessibility of the internet are essential in
promoting online course delivery since such applications as Zoom video meetings,
Google Meet and Microsoft Teams demand a fast internet connection to ensure

distance learning (Ngo & Ngadiman, 2021).

The current research mirrors the interaction issues between students and lecturers that
were explored in the previous studies (Ngo & Ngadiman, 2021; Um & Jang, 2021).
The participants of the current study reported that communication flow with the
lecturers was without delays and moreover academic staff tried to encourage students
during the whole period of Covid-19 distance learning. In turn, some faculty members
as participants claimed it was difficult the first time to adapt to a new approach and
new technologies. Similar to the findings of this research, Faize and Nawaz (2020)
reported that online learning requires necessary resources and technological skills
hence it was challenging for academic staff with limited technical knowledge when

they faced technical problems during the classes (Owusu-Fordjour et al., 2020).

Three students from the nursing specialty reported that while they were overall
satisfied with their learning experiences, they reported their concerns with the practical
aspects. The existing literature coincides with these findings to some extent. In
contrast to the reported overall satisfaction in this study, the undergraduate nursing
students in different countries were dissatisfied with online learning during the
pandemic period because not all elements of this specialty can be online delivered due

to having more practical aspects (Oducado & Estoque, 2021; Koirala et al., 2020).
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5.4. Satisfaction with Support Facilities and Physical Environment Quality

As it is demonstrated by the results, the support facilities and physical environment
quality mostly satisfied the majority of the participants. It also needed to emphasize
that they reported that these aspects as the parts of higher education quality are inferior
in importance to core educational quality element. These features can be considered
additional advantages to the factor that mainly influences the learning experiences and
satisfaction of the international students (Chelliah et al., 2019). These findings are
consistent with the findings of Harvey (2003) that stated that support facilities for
teaching and learning might be considered as additional resources by the universities
to meet students’ expectations and maintain service quality in higher education.
Additionally, the quality and availability of support resources are important in
defining student satisfaction (Wilkins & Balakrishnan, 2011). Having appropriate
infrastructure, academic buildings and recreation places may also foster satisfaction
(Gruber et al., 2010; Harvey, 2003). In contrast, Masserini et al. (2019) received
contradictory results. According to their study, contrary to their expectations, this
dimension does not directly influence student satisfaction. Another point is
demonstrated by the study of Beloucif et al. (2017). They found that the quality of the
facilities plays an essential role in international student satisfaction on a par with the

quality of lecturers.
5.5. Implications, Suggestions & Conclusion

As the result of the research, the finding indicated that international students are
mostly satisfied with their learning experiences at Kazakhstani universities. This study
also demonstrated that among four aspects of the educational quality considered
within the theoretical framework the academic dimension is the most important in
terms of having the greatest impact on the overall student satisfaction. So, the
suggestion of this study is to strive in providing a good level across all aspects of
educational gquality to achieve a high level of international student satisfaction since
all elements of educational quality have an influence on overall satisfaction to some
extent. The universities also should recognize the importance of the academic

dimension in overall satisfaction as this study indicated and take into consideration
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the improvement of support services that might enhance learning experiences. They
also need to promote collaboration between academic and support services

dimensions.

As Ammigan and Hall (2018) suggested to meet the high demand in collaboration
among other divisions between students’ affairs and service staff, residence and
housing units, multicultural centers, academic staff and professional managers at the
faculties to elaborate on the issues the international students face across the university
to improve their learning experiences. The researcher also stated that the necessary

resources should be attracted to reach this goal.

Another point to consider by top management of the universities in Kazakhstan is the
language proficiency of academic and non-academic staff. Kazakhstan is a bilingual
country so there is a need to hire staff with at least two languages (English and
Russian) in terms of communication efficiency with international students depending
on their country of origin. The language issue should be considered also in terms of
teaching international students to local languages. There is a need to consider the
operation of language groups that are aimed at the language knowledge appropriate to

their level.

One more issue should be voiced based on the findings of this study. The additional
advantage of this research includes the sharing of learning experiences of the
international students from three different universities. The rationale for choosing
these universities is based on the expected differences of systems in Nazarbayev
University and two other universities. According to the experiences shared by the
students, the universities whose students participated have different approaches to
curriculum structure. Taking into consideration the status and practice of Nazarbayev
University which operates on the basis of American universities and promotes the
system of elective courses, the students at other universities do not have the
opportunity to form their unique curriculum by applying the system of electives. This
system operates formally as is seen from the findings. Hence, the administration of the

universities in Kazakhstan should pay attention and take steps to operationalizing the
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system of elective courses when each student can create a unique path in his/her

education.

Among all participants, there was one Ph.D. student who was mostly dissatisfied with
her learning experiences and educational quality at her university. Since she was the
only Ph.D. student from that university it might be demanded to conduct another
research to identify whether it is systematic problems of international Ph.D. students

at the university or is a personal perception of the specific student.

Additionally, it is needed to emphasize that evaluating the personal learning
experiences through their impressions, beliefs or feelings towards their universities is
important in assessing the quality of all aspects that is independent of actual delivery
and sheds the light on perceptions of that quality. This type of quality assessing is
reasonable can provide a different construct of quality compared to the results that can
be obtained through questionnaires. It can provide a much broader concept of
educational quality by incorporating such intangible aspects as sensations,

impressions and individual feelings towards the university (Masserini et al., 2019).

In terms of the internationalization of higher education in Kazakhstan, the universities
need to attract competent professors from diverse fields of science including local and
international professors to provide the highest quality learning process by ensuring the
study process in English. The universities should be able to ensure equal opportunities
for both local and international students. In this regard, there is a need to adapt the
national legislation so the state universities will be capable to deliver education in
English. Moreover, the university administration should promote actively student
mobility and their international presence by setting collaboration with other
universities. To attract international students and foster international partnerships

diversification of available study programs is required (Lapina et al., 2016).

From a practical standpoint, the findings of this study might be used by university
administrators to identify the quality gaps that need to be addressed to attract the goal
number of international students and for some universities to create a regional
education hub in Central Asia. While the idea to promote quality service in all
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dimensions may look justified to the educational managers, failure to prioritize them

may lead to inefficient allocation of resources.

From a theoretical standpoint, the results obtained through applying the HESQUAL
model contribute to the institutionalization of educational quality development in
Kazakhstani HEIs. Adapting different scales oriented on the assessment of higher
education service quality can ensure standardization of evaluation or comparison of

service quality provided by the universities in Kazakhstan.

This study provides good insight into international student’s learning experiences as
it explored the issue from their standpoint, considering their positive and negative
perceptions of the educational quality aspects. It also shed light on factors that play
the most important role in their satisfaction within the Kazakhstani context. As the
findings showed, some features of being an international student within the
Kazakhstani context can be identified. The most important is the language issue.
Kazakhstan is a bilingual country (Russian/Kazakh) and strives to introduce English
in higher education as a step towards internationalization. So, international students
might have difficulties facing different host languages in communication. Another
issue they encounter is the system of standardized courses program that limits the
possibility of building the student’s path of study. This system is the heritage of Soviet
higher education that the Kazakhstani government strives to rebuild following the
model of developed countries’ universities. In contrast to the possible difficulties,
international students face a positive attitude from academic and administrative staff
that treat them the same way as the local students, so they do not feel different. It can
be explained by the fact that Kazakhstan is a multicultural country where around 150

nationalities live in peace.

In conclusion, this study contributes to the literature on international student
experiences and satisfaction in Kazakhstani universities. As literature review
demonstrated, there is a lack of empirical research on international students within the
Kazakhstani context, so further research is needed for a deeper understanding of their
experiences in terms of educational quality perceptions and other variables of their life

experiences in Kazakhstan, for example, acculturation and adaptation to the new
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setting. The enhancement of understanding of their experiences and satisfaction can
foster institutional recruitment and retention strategies and international student
academic prosperity. Moreover, since Turkey strives to be a regional hub and attract
a high number of international students and the researcher has a positive learning
experience studying at a Turkish university, there is a justified reason to conduct a
comparative study with a focus on the satisfaction level of international students
studying in Kazakhstan and Turkey. Such a study can identify gaps in different
dimensions of service quality and clues how to enhance the satisfaction level of

international students within the Kazakhstani context.

Since this study has an explorative goal, further research needs to involve a bigger
number of international students from different universities by applying the
quantitative research method so the findings can be generalized to an entire population

of international students’ experiences in Kazakhstani universities.
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APPENDICES

A. INFORMED CONSENT FORM

Exploring the Quality of Education in the Context of Internationalization:
Satisfaction & Learning Experiences of International Students in Kazakhstani

Universities

Dear Participant,

| am a graduate student in the Department of Educational Sciences, Middle
East Technical University. To fulfill the requirements of the program, | am exploring
the quality of education in the context of internationalization through the satisfaction
and learning experiences of international students in Kazakhstan. The research may
be of benefit to several stakeholders. As participants of this study, you will have a
chance to share your experiences as international students on the educational quality
in Kazakhstani universities. In turn, the university administrators will get a deeper
understanding of the international students’ needs and make possible adjustments of
educational services to enhance your and other international students’ satisfaction.
Current and prospective international students may draw important insights from your
experiences for their future benefits. And last, by your participation, you will make an
important contribution to the knowledge area on satisfaction and learning experiences
of international students in Kazakhstan.

Please, note that your participation in this study is completely voluntary. The
potential risk associated with participation in this research is minimal. Data received
during the interview will not be disclosed to the university administration/faculty/staff
or any third party. Please be informed that you may refuse to answer any question and
are free to withdraw at any time if you are uncomfortable continuing. The
confidentiality of your responses is guaranteed. The data will be accessible only to the

researcher and will be used only for scientific purposes.
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It is important that you answer questions as fully as possible. The interview
will take approximately 45 — 60 minutes.
I would like to thank you for your participation in this research. If you have

any questions or concerns about this study, please send an e-mail to:

I o I

Sincerely yours,

Zhanar Smailova

M.S. Candidate
Department of Educational Sciences
Educational Administration and Planning

E-mail:
Please sign this consent form if you agree to participate in this study.
Name Surname: Date:
Signature:
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B. ®OPMA UH®OPMHUPOBAHHOI'O COTJIACUA

I/I3yqeﬂne KayecTBa Oﬁpa3OBaHHﬂ B KOHTEKCTEC HHTCPpHAUOHAJIN3AUH
YAOBJE€TBOPCHHOCTDb U ONIBIT 06yqemm HHOCTPAHHBIX CTYACHTOB B

yHuBepcuterax Kazaxcrana

VBaxxaemblll YUacTHUK,

Sl maructpaHT Kadeapsl negarornyeckux Hayk BiIM)KHEBOCTOYHOIO TEXHHUYECKOTO
yHHUBepcHuTeTa. UTOOBI BBHINOIHUTH TPEOOBAHHUS NMPOTPAMMBI, S M3y4yar0 KayecTBO
o0pa3oBaHMsI B KOHTEKCTE MHTEPHALMOHAIN3ALIUY YePEe3 YAOBIETBOPEHHOCTD U OMBIT
oOyueHus: MHOCTpaHHBIX cTyneHToB B Kazaxcrane. MccnenoBaHue MOXET ObITh
IIOJIE3HBIM Il HECKOJBKHMX 3aMHTEPECOBAHHBIX CTOPOH. Kak y4acTHUKH 3TOro
uccienoBanus, y Bac Oyaer BO3MOXHOCTh TMOAETUTHCS CBOUM  OIBITOM
WHOCTPAHHOTO CTYJCHTAa B OTHOIICHWH KauyecTBa OOpa30BaHUs B Ka3aXCTAHCKHUX
yHUBepcuterax. B cBow ouepenp, aAMUHUCTpAIUs YHHUBEPCUTETA MOJY4YUT OoJjee
riyOOKOe TpEeACTaBICHHE O TOTPEOHOCTAX HWHOCTPAHHBIX CTYJIEHTOB W BHECET
BO3MOXXHbIE KOPPEKTHBBI B 00pa3oBaTelbHBIC YCIyrd, 4TOOBI MOBBICUTH Bairy
YZIOBJIETBOPEHHOCTh U JIPYTUX WHOCTPAHHBIX CTyAEHTOB. HbiHemHue n Oynymue
WHOCTPaHHBIE CTYACHTBI MOT'YT HM3BJI€Ub Ba)KHbIE BBIBOABI W3 Bamiero omsiTa uist
CBOMX Oyaymmx mpeumymecTB. M, HakoHeI, CBOMM y4acTueM Bbl BHeceTe Ba)KHBIN
BKJIaJ] B 00JIaCTh 3HaHUI 00 yJ0BJIETBOPEHHOCTH M OMBITE O0YUYEHHS] MHOCTPAaHHBIX
ctynenToB B Ka3zaxcrane.

OO6paTtuTe BHUMaHUeE, YTO Ballle y4acTHUE B 3TOM UCCIIEI0BAHUU SIBIISIETCS TIOJTHOCTHIO
N00pOBONBHBIM. [lOTEHIMANBHBIA PHUCK, CBS3aHHBIA C y4yacTUEM B 3TOM
UCCIIEIOBaHUM, MUHUMaJIEH. /laHHbIe, TOTy4YeHHbIE B X0/1e coOece1oBaHus, He Oy Ay T
pasriamarbes aJIMUHHCTpaLuu/(aKyIbTeTy/COTpyIHUKaM By3a MM Kakoi-muoo
TpeTrbeil ctopone. OOpaTuTe BHUMaHue, yTo BBl Mo)keTe oTKazaTbcs OTBEUaTh Ha
mo6oil BOmpoc M MOXKETe OTKazaThCsl B J00oe Bpems, eciu Bam HeynoOHO

npojokarh. KonpuaenunaibHocTs Bamux orBeToB rapantupyercs. Jlanubie OyayT
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JOCTYIHBI TOJBKO MCCIEIOBATEN0 U OyAyT HCHOJNb30BATHCS TOJIBKO B HAy4YHBIX
nensax. BaxHo, 4ToOBbl BBl OTBEYANM HAa BOMPOCHI KaK MOXKHO MoiiHee. VIHTepBbIO
3aiiMeT npuMepHo 45-60 MUHYT.

51 xorena Ovl moGsarogaputs Bac 3a Bame ydactue B 3ToM uccienoBanuu. Eciou y

Bac ectp kakme-mu0o0 BOITPOCHI MJIM OIIACC€HHA 110 IIOBOAY I3TOTO HCCICAOBAHMA,

ornpasbre snextporroe mackMo no anpecy: TGN

Hckpenne Bama,

XKanap Cmannosa

Kannuaar Ha creneHnp Marucrpa
Kadenpa nemarornueckux Hayk

praBHeHI/Ie U IIJIAHUPOBAHHUC B obnactn O6pa30BaHI/IH

Srexrpornas nowra: [ NG

[oxanyiicta, moanumuTe 3Ty popmy cornacusi, ecau Bbl corimacHsl yyacTBOBaTh B

O9TOM HCCIICAOBAHWU.

OUO: Jara:

TTonmuce:
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C. INTERVIEW PROTOCOL

For students
Exploring the Quality of Education in the Context of
Internationalization:
Satisfaction & Learning Experiences of International Students in

Kazakhstani Universities

Date:
Time:
Place:

Interviewee:

Demographic Information

Age:

Gender:

Country of Origin:

The university you attend right now:
Year of study:

The degree to be earned:

Your department:

Hello. My name is Zhanar Smailova. | am a graduate student working with Assoc.
Prof. Dr. Serap Emil from Educational Administration and Planning Program at
Middle East Technical University, Ankara, Turkey. The purpose of this study is to
explore the satisfaction level and the learning experiences of international students
coming from other countries with the quality of educational services at
Kazakhstani higher education institutions. The interview will last approximately

one hour. You will be asked questions related to your learning experiences at your
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university. Sometimes you will be asked to give more explanations on them.

Please, give detailed answers as much as possible. Your answers will be audio-

recorded with your permission and later will be analyzed. Thank you for your

participation in this study. Before the interview, could you please sign the

informed consent form.

Questions:
1. Could you please briefly tell about yourself? Where are | Background
you from? What is your major? How long have you been | information

in Kazakhstan? Which year are you in?
What are some of the reasons that you have chosen to

study in Kazakhstan?

4.
S.

Could you please tell me about your overall experience so
far at the current university?

What are some of the reasons you chose this university?
What was your first impression of the university? How did

it change over time?

Questions on the
General

experience

How do you evaluate the administrative support in your
institution?

a. the attitude of the administrative staff to the
students in your institution (willingness to help,
politeness, ability to solve students’ problems)?

b.  the communication with administrative staff?

c.  administrative procedures and practices in your
institution (clearness and well-structured procedures,
service delivery time, transparency of official procedures

and regulations, bureaucracy)?

Administrative
support
at the university

How do you evaluate the academic support in your
institution?

a.  What can be done to get better academic support
in your institution in terms of affecting your learning or

educational experience?

Academic
Experience  at
the current

university
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b.  attitude of academic staff to the students (giving
personal attention to students, lectures appearing to have
students’ best interest)?

c. competence of the lecturers (theoretical
knowledge, qualifications and practical knowledge of the
lectures, their communication skills, whether their
expertise up-to-date)?

d. the teaching style of the lecturers (active
participation of students in their learning process)?

e.  curriculum of your program (clearly defined
course content and course objectives, usefulness of
module content and design to cater for the personal needs
of students, challenging academic standards of programs
to ensure students’ overall development, relevance of
course content to the future/current job of students)?

f.  pedagogy in your institution use of multimedia
in teaching, provision of regular feedback to students with
respect to their academic performance, well designed
examinations, and continuous assignment to promote the

enhancement of knowledge skills)?

How do you evaluate support facilities quality in your
institution? (IT facilities, transport facilities, photocopy
and printing facilities, sport facilities, extra-curricular

activities, food and refreshments facilities on campus)?

Experience of
Support
Services at the
current

university

How do you evaluate the physical infrastructure?

a.  Physical infrastructure (availability of adequate
cafeteria infrastructure, availability of adequate of library
infrastructure, availability of adequate recreational

infrastructure,  availability —of adequate  sports

Experience of
physical
environment at

the university

105




infrastructure) in terms of affecting your learning or
educational experience?

b.  Learning environment in your institution?
(Adequate lecture rooms, availability of teaching tools
and equipment, having quiet places to study within
campus)?

c.  General infrastructure in your institution (safety,
physical conditions of the buildings and grounds,
favorable ambient conditions (ventilation, noise, odor

etc.) prevailing within the campus)?

10.

11.

12.

13.

14.

Have your expectations about the study in your institution
are met? What can be done to improve the services
provided?

How do you evaluate your satisfaction level (out of 10)
with all services provided by the institution?

Could you please tell me which services from mentioned
above that affecting your satisfaction/dissatisfaction with
the institution the most?

Would you recommend your institution to other
prospective students in your country? Why?

Thank you for all that valuable information, is there

anything else you’d like to add before we end?

Your overall
evaluation of the
educational

services

Thank you for your participation in the interview!
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D. IPOTOKOJI UHTEPBbIO

sl cTyieHToB
N3ydyenne kayecTBa 00pa30BaHHUA B KOHTEKCTe HHTEPHANMOHAIM3AIMN:
Y10BJI€TBOPEHHOCTD M ONBIT 00y4eHHsI HHOCTPAHHBIX CTY/ICHTOB B

yHuBepcurterax Kazaxcrana

[ara:
Bpewst:
Mecro:

HHTEepBBIONPYEMBII:

Hemorpaduueckast nuHHOpMAIHs
Bo3zpacr:

[Ton:

I'paxxnancTBO:

YHuBepcurer:

I'onx oOyvenwms:

Crenenb:

®DaKyJIbTeT:

Cpennuii 6amt:

Menst 30ByT Kanmap CmawmnoBa. SI maructpant, oOywaioch no Ilporpamme
VYropasienus u miaHUpoBaHUs B oOnacTh oOpa3zoBaHUs biamkKHEBOCTOUHOTO
TEXHUUYECKOro yHuBepcurera, Aukapa, Typuus. Llenpro qaHHOTrO uccienoBaHus
SBJIETCS M3yYEHUE YPOBHSA YJIOBIETBOPEHHOCTHM U ONBITa OOy4YeHHSs
MHOCTPaHHBIX CTYJICHTOB KaueCTBOM O0Opa30BaTENIbHBIX YCIYT B Ka3aXCTaHCKUX
BBICIIIMX Y4€OHBIX 3aBeAeHUsIX. IHTEpBbIO IPOINTCS MPUMEPHO OAMH yac. Bam
OyayT 3a1aBaTh BOIPOCHI, CBsi3aHHbIE ¢ BammMm omnbiTom o0ydeHus B Bamem

YHUBCPCUTCTC. I/IHOFI[a Bac MOIMPOCAT AaThb JOIMOJHUTCIIbHBIC ITOSICHCHUA 110 HUM.
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[ToxkaimyiicTa, naBaiiTe Kak MOKHO OoJiee pa3BepHYThIe OTBETHI. Bamm oTBeThI
OyAyT 3amUCaHbl Ha ayJMO C BaIIero pa3pelieHus, a 3aTeM MPOaHATU3UPOBAHBI.
Cracu6o 3a Baile yyacTie B 3ToM ucciiefoBanuu. [lepen uHTEpBBIO HE MOTIIN ObI
BbI 1oAnucarb (opMy HHGPOPMHUPOBAHHOTO COTacus?

Bonpocsr:

1. He mornu Ol Ber kpatko pacckaszats o cebe? Otkyna | O6mas
Br1? Kakas y Bac cnermanpHocTh? Kak maBHO Bbl B | mHpOpManms
Kazaxcrane? Ha kakom Brl roge o0yuenus?

2. KakoBbl HEKOTOpBIE W3 TPHYHH, MO KOTOPHIM Bol

pemnny yuutses B Kazaxcrane?

3. He mormm 6w1 Bel pacckazate mMHe o0 Bamewm o6mem | Bopockr 06 obmem
OIIBITE B HBIHEIIIHEM YHUBEpCUTETE? OIIbITE O0YYEHUs

4. KakoBbl HEKOTOpbIE W3 MPUYUH, TO KOTOPbIM Bbl
BBIOPAJIM 3TOT YHUBEPCUTET?

5. Kakum Opmo Bame mepBoe BreuaTiieHne 00

yHuBepcutere? Kak 0oHO MEHsUIOCH CO BpeMeHeM?

6. Kax BwI onlenuBaeTe aMUHUCTPATHBHYIO TOICPKKY | AJMUHUCTpATHBHAS
B Bamewm yupexaenun? HOJIEPAKKA B

a. OTHOUIEHWE AaJMUHHCTPATUBHOIO IIEpCOHANA K | YHUBEPCHUTETE
cryaeHTaM B Bamem By3e (TOTOBHOCTh IIOMOYb,
BEXJIMBOCTh, YMEHHUE peliaTh MPoOIeMbl CTYAECHTOB)?

0. o0IIeHNe ¢ aIMUHUCTPATUBHBIM IEPCOHANIOM?

B. aIMUHUCTPATUBHbIE MIPOLEAYPHI U IIpakTHKa B Bamem
YUpEKAECHUHU (YETKOCTh M SICHOCTh IPOLEAYp, CPOKU
IIPEIOCTABIIEHUS YCIYT, IPO3PAYHOCTh OPUIIMATBHBIX

MPOIICAYP | MPaBHII, OOPOKpATHSI)?

7. Kak Bbl olieHMBaeTe akageMHUYECKYIO0 TMOJACPKKY B | AKaJIeMUUYECKHI
Bamem yupexaenun? OIIBIT B
a. Urto MOXHO cjenaTh, 4YTOOBI MONYYHTHh JIYUIIYIO | YHUBEPCUTETE

AKaJICMUYCCKYIO ITOAACPIKKY B Bamem YUPCIKACHUHU C
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TOYKH 3peHHs] BAMsSHUS Ha Bame oOyueHue wiu
00pa3zoBaTeNbHbIN OIBIT?

OTHOIIEHHE  MPOGECCOPCKO-MPENOaaBaTeNbCKOr0
cocTaBa K CTyJeHTaM (yJI€JI€HHE JIMYHOTO BHUMAaHMS
CTyIEHTaM, JIeKIUU, KOTOpPble  COOTBETCTBYIOT
MHTEPECaM CTYJEHTOB)?

KOMIETEHTHOCTh JIEKTOPOB (T€OpEeTUYEeCKHe 3HaHUf,
KBTM(DUKAKS U TIPAKTHYECKUE 3HAHUS JIEKTOPOB, HX
KOMMYHHKATHBHBIE  HaBBIKH, AaKTyaJlbHOCTh WX
3HAHUM)?

. CTWJIb TIpenojaBaHus (aKTUBHOE y4acTHE CTYJIEHTOB B
nporecce 00yueHus)?

. yueOHas mporpamma Bamieil crnenuaibHOCTH (YETKO
OTpeieiecHHOE COJepXKaHHe Kypca W €ro Ielu,
MOJIE3HOCTh COJEp)KaHUs M JAu3aiiHa MOIyns s
YAOBIETBOPEHUS JMYHBIX MOTPEOHOCTEH CTYIIEHTOB,
CJIOKHBIE aKaJEeMHYECKHE CTaHJApThl IPOrpaMM JJIs
obecnieueHus  oOmero  pa3BUTUS  CTYACHTOB,
aKTyaJbHOCTb coJiepKaHus Kypca JUISI
Oymyiel/Texyiel paboThl CTYIEHTOB)?

Nelaroruku B BalmleM  Yy4eOHOM  3aBEJICHHH
(ucrionb3oBaHMe  MylbTUMEAMa B OOy4YEHHUH,
NPEJOCTaBICHHE YYaIlIUMCS DPEryJSIpHOW 00paTHOM
CBSI3U OTHOCHUTEIILHO ux aKaJeMUYeCcKOi
YCIIEBAEMOCTH, XOPOIIO pa3paboTaHHBIE PK3aMEHBI U

MTOCTOSITHHOE 3a/IaHK€ IS YITydIleHUs 3HAaHUM )?

. Kax Bnl omeHmBaeTre KadecTBO BCIIOMOTATEILHBIX
cpencte B Bamem yupexnaenun? (MT-cpenctra,
TPAHCIIOPTHBIE CpeJcTBa, KOIHUPOBAJIbHBIE u

Tunorpadckue CpeacTBa, CIOPTUBHBIE COOPYKEHMUS,

OreHka
BCIIOMOTaTEIbHBIX
CEpBHCOB B

YHUBEPCUTETE
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BHCKJIACCHBIC MCPOIIpUATHUA, IIMTAaHHUC n

MPOXJIaUTENbHbIE HATUTKU Ha TEPPUTOPUH KamItyca)?

9. Kak Brl onienuBaere ¢pusnyeckyro HHPpacTpyKkTypy?

a. ®usnveckass HHPPACTPYKTypa (HATHMUME HaIJIexKaIIeH
uHppacTpyKTyphl Kaderepus, HalIW4yue Hajajexarien
UHPPACTPYKTYPHI OMOIMOTEKH, HAIMYHNE HaJIeKaIIeH
MHQPACTPYKTYPHI AJIsl OTIbIXA, HATUYKME HaJJexallen
CIIOPTUBHOM HMHQPACTPYKTYpbI) C TOYKH 3pPEHHS
BIIMSIHHS Ha Ballle 00y4ueHue uin oopa3zoBanue?

0. YueOnas cpema B Bamem yueOHOM 3aBeneHUU?
(ITogxonsiue JNEKIUOHHBIE 3ajbl, HATUYUE YUEOHBIX
MHCTPYMEHTOB U 000pYI0BAaHUS, HATMYNE TUXUX MECT
JUTSI 3aHSATUN B KamITyce)?

B. OOmas wuHOPACTpyKTypa B BalleM YYPEKICHUH
(6e3omacHOCTh, (UBUYECKOE COCTOSHHUE 3JaHUM WU
TEPPUTOPUH, OJIArONPHUSATHBIE YCIOBHUS OKpYKarolein
cpenbl (BEeHTWIALMS, ULIyM, 3amax W T. J.) Ha

TEeppUTOPUU Kammyca)?

Onenka
¢buzngecKoro
COCTOSIHHUSI

YHUBEPCUTETA

10. Ompapnanuce a1 Bamm oXugaHWs OTHOCHUTEIHHO
oOyuenus B Bamem yyeOHOM 3aBeneHHH? UTO MOXHO
cenarTh JUIsl yIy4llIeHUs IPel0CTaBIsEMbIX yCIyTr?

11. Kak Bl OLICHUBAETE CTEIIEHb CBOEH
yaoBiieTBopeHHOCTH (1o 10-0ayuibHOM 11Kaae) BCeMHU
yCIIyraMu, Ipea0CTaBIsIEMbIMU YUPEKICHUEM?

12. Ckaxute, TOXaIyHCTa, KakWe YCIyrd U3
BBIIIICTIEPEUNCIICHHBIX OO0JIbIIIE BCETO BIUAIOT Ha Barry
YIOBJIETBOPEHHOCTH/HEYIOBIETBOPEHHOCTD
yupexaeHuem?

13. TlopexomennoBanu O0b1 Brl cBoe yueOHOE 3aBeieHnE

npyruM abutypueHtam B Bameli ctpane? [Touemy?

Bara o6mmas
OLICHKA

o0pa3oBaTeIbHbIX

yCIayr
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14, Cnacu6o 3a BCIO IIeHHYIO HH(GOPMAIUIO, €CTh JIH
yTO-HUOYAb eme, 4To Bbl xoTenu Obl 100aBUTH,

MMpEKAC UYEM MbI 3aKOHYUM?

bnarogapro 3a yyactue B UHTEPBBIO!
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F. CODING SAMPLE

Interview Transcript

Codes

Themes

So | got accepted from one university in
Korea but then | came here to Nur Sultan
because of the International Chemistry. 1
International Chemistry Olympiad was
held in Nur-Sultan, so | was a participant.
So yeah, the laboratory stage was helpful
in NU. So I like the facility here first, so |
applied to yeah, this university and then
because | was an international olympiad
winner, they invited me for an interview.
And. Well, yeah, when | came here and
went through the interview, | really liked
the faculty or professors here because
they were really friendly and they told me
what is going on here so that maybe it's a
nice thing. It's a nice idea to attend here at
(the name of the university).

Reason to study in
Kazakhstan

University
Characteristics

Well, it's really I think overall it's quite
positive. Just the difficulty of course
really depends on the instructor. There is
no. Yeah, you cannot for example expect.
Uh, yeah, really predict what will happen
in the course unless you got really into it.
Maybe it's kind of the thing that is
everywhere, but I think that in NU it is
exceptionally chaotic but I really like the
courses here. For example, I really like
for example pure Math, but unfortunately
most mathematics faculty here at NU or
applied math. Besides there usually, for
example, some professors that specialize
in pure Math give really nice lectures I
like it.

Course content

Academic
dimension
quality
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Then when | changed to physics there are
courses called calculus and General
Physics. Well, they were quite easy. So |
initially got a little bit disappointed
because how they, yeah, they were too
easy then when it started to when |
advanced to the 2 years well, the courses
got interesting again. So yeah, that was
quite nice.

Challenging study
programs

Academic
dimension
quality

For example, | have a residence permit
here. When its expiration date was
coming back when there was a COVID
instance. And yeah, Even so, according to
the Constitution of Kazakhstan, | believe |
have. | have to renew my residence permit
in a place where | have a permanent
address. So | had a little bit problematic
because there was quiet It was not easy to
get into Almaty from here, but so the
administrative staff tried their best to help
me in renewing my residence permit. But
unfortunately, due to Constitution, I was
not able to renew it here, but they were
supporting me for about a whole week in
trying to do it here. So | yeah. So just one
example I guess so many kinds of stuff,
but there are many, all, many, many more
small, small supportive things, small,
small things that were really useful for
me. And | cannot recall it for now. Yeah.
But I like the way there addressed me.

Residence permit
issue

Administrative
support at the
university

To be honest 1 just usually text them on
WhatsApp, so it's really easy. You just
say Hi! So | have this problem. What
should I do? And they usually answer it
within a couple of hours.

Communication
with
administrative
staff

Administrative
support at the
University
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Yeah, that's quite convenient. So | just go
to the university website, click a couple of
things, and in three days I get the
document that | wanted. Clear, convenient
fast. Yeah.

Administrative
processes

Administrative
support at the
university

Well. I think the lecturer's theoretical
knowledge in our department really nice.
They could answer pretty much any
questions that arise during the lecture, for
example, that may not be obvious and
may not be that a textbook the relevant
textbook would not contain. That can be
that lecturers immediately answer so. In
my view that the lecturers really know
what they are doing, the subject itself.
Yeah. If the question about whether in a
particular practical case, can we apply it
so if so, why, and if not then why we
cannot. They usually give a really full
answer. So in my understanding, both
theoretical and practical knowledge of the
lecturers is really great.

Academic staff
expertise,
knowledge and
attitude

Academic
dimension
quality

Definitely, study places are nice.
Teaching tools and equipment that's also
OK.

Lecture rooms

Physical
environment
quality

Maybe. | think that our professors are
being pressed a lot by the administration
because, well. I was told from pretty
much all the professors that | have
interacted with till this time that they are
dealing with a lot of bureaucracy that
yeah, for example, they're doing so many
documents that they find it hard to engage
with students just fully. So they are
usually dealing with tons of documents.
They are required to fill. Then yeah,
there's usually a really big problem that
matters that affects the quality of courses.

Bureaucracy issue

Administrative
procedures
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Oh well, I would recommend definitely it. | Overall quality Overall
Because | like to experience and yet in satisfaction
general in both academic and
administrative and infrastructure services.
So | think I would definitely recommend
because the condition is quite great.
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G. TURKCE OZET / TURKISH SUMMARY

ULUSLARARASILESME BAGLAMINDA EGIiTiM KALITESINIiN
INCELENMESI:
KAZAKISTAN UNIVERSITELERINDEKI ULUSLARARASI
OGRENCILERIN MEMNUNIYETI VE OGRENME DENEYIMLERIi

Giris

Tum dinyada yiiksek6gretimde 6nemli bir fenomen haline geliyor ve bu da kiiresel
bakis agilar1 ve uluslararasi alanda beceri ve niteliklere sahip mezunlara olan talebin
artmasina neden oluyor (OECD, 2012). Egitim alaninda da hizli degisim ve
gelismeleri beraberinde getirmis ve yeni egilimleri belirlemistir (Altbach & Knight,
2007; Kondakci et al., 2016; OECD, 2012; de Wit & Altbach, 2020).
Uluslararasilagma siirecinin, yiiksekdgretimin tiim alani i¢in belirli kalite standartlar1
olusturdugu ve ayni zamanda diinya siralama kuruluslarinin (AUR, QS Star, WUR,
Webometrics ve digerleri) isleyisi icin bir temel olusturan bir ara¢ haline geldigi

vurgulanmalidir. (Komotar, 2018).

Uluslararasilasmanin  ev  sahibi iilke iizerinde olumlu bir etkisi vardir.
Uluslararasilasmanin  olumlu yonleri arasinda vurgulanmasi gereken bazilari,
uluslararasi 6grencilerin yiiksek6gretim kurumlarina getirdigi cesitlilik (Lee & Rice,
2007), kiiltirel zenginlestirme ve kampiislerin uluslararasilagsmasi, uluslararasi

ogrenci hareketliliginden toplumsal fayda sayilabilir.

Uluslararasilagsma, yliksekogretim alaninda olduk¢a rekabetci bir ortamin ortaya
¢ikmasina neden olmustur (Harvey & Williams, 2010). Bu nedenle, 6grencilerin ¢ok
cesitli secenekleri oldugu goriilmektedir ve ¢ogu iiniversite 6grenci havuzundan
paylarini alabilmek i¢in rekabet etmek zorunda kalmaktadir (Latif et al., 2017). Sonug
olarak, yiliksekdgretim kurumlar1 6grencilerin deneyimlerini ve sunulan hizmetlerden
memnuniyet diizeylerini degerlendirmekle ilgilenirler (Darawong & Sandmaung,

2019; Merola et al., 2019); ¢linki olumlu deneyim ve yiksek diizeyde memnuniyet,
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iniversiteler i¢in olumlu sonucglar dogurur. “Kulaktan kulaga” yonlendirmeler
ogrencilerin elde tutulmasina ve kuruma bagliliga sebep olur (Schneider, 2009;
Arambewela & Hall, 2009; Thomas, 2011; Polat, 2015) ve daha fazla uluslararasi
ogrenciyi cezbeder (Li & Kaye, 1998). Alan yazin, uluslararasi 06grenci
deneyimlerinin uygulamalara ve politikalara yansimasiyla ev sahibi iiniversitelerin
egitim programlarinin kalitesini ve Ogrencilerin refah durumunu Onemli 6lglde

tyilestirdigini dogrulamaktadir (Leask & Carroll, 2011).

Diinya kiiresellesme caginda yasamakta ve entegrasyon giiglerine tabidir (Van
Damme, 2001); bu nedenle Kazakistan dahil higbir iilkenin yliksekégretim sistemi tek
basina var olamaz. Kazakistan, son yillarda uluslararasi 6grencileri iiniversitelerine
¢ekmenin faydalarini fark etti ve yiiksekdgretimini uluslararasi hale getirmek igin
cesitli Onlemler almaktadir. Ancak atilan bu adimlara ragmen, Kazakistan

uiniversiteleri uluslararasi 6grencilere yeterince ¢ekici gelmemektedir. (OECD, 2017).

Kazakistan'da yliksekogretimin uluslararasilagsmasi hiikiimetin 6nemli bir giindem
maddesidir. Farkli politika belgeleri gelistirilmistir. Ornegin, 2012-2020 yili igin
Kazakistan Cumhuriyeti'nde Akademik Hareketlilik Stratejisi ve 2011-2020 Egitim
Gelistirme Devlet Programi (Kazakistan Cumhuriyeti Egitim ve Bilim Bakanligi,
2010), Egitim ve Bilimsel Gelisim Devlet Programi 2020-2025 (Kazakistan
Cumhuriyeti Egitim ve Bilim Bakanligi, 2019) gibi polikalarm her birinde

uluslararasilagtirma bilesenleri vardir.

Kazakistan yiiksekogretimi, kiiresel diizeyde rekabetci olmayir ve daha fazla
uluslararas1 6grenci ¢ekmeyi amacglamaktadir. Kazakistan Cumhuriyeti Egitim ve
Bilim Bakan Yardimcisi (2019'dan bugiine kadar bakan) Askhat Aitmagambetov,
Kazakistan'1 Orta Asya'da bir egitim merkezi haline getirmek ve Hindistan, Cin,
Tiirkiye ve Pakistan'nin yani sira Misir, Rusya Federasyonu ve diger iilkelerden
ogrenci ¢ekmek igin iddiali bir hedeften bahsetti (Baigarin, 2018). Ancak Ulusal
Istatistik Biirosu verilerinin gosterdigi iizere 2020 - 2025 Egitim ve Bilimsel Gelisim
Devlet Programmin %10 hedefine heniiz ulasilamamistir ve bunu basarmak igin

Onlemler ve adimlar alinmalidir.
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Ancak, yliksekogretimin uluslararasilasmasi konusunu arastiran arastirmacilar,
uluslararas1 6grencilerin ev sahibi iilkelerdeki deneyimlerini derinlemesine aragtirma
thtiyacim g6z ardi ederek uluslararasilastirma politikalarinin kurumsal diizeyde
uygulanmasinin yalnizca uluslararasi 6grencileri cekme agamasinda bagarili oldugunu
iddia etmektedirler (Liu & Winder, 2014). Bu nedenle, egitim hizmeti kalitesi
memnuniyeti algilart ve yurtdisindan gelen 6grencilerin deneyimleri, Kazakistan
yiksekdgretimin egitim hizmetlerinin kalitesinin genel durumunu degerlendirmeye
yardime1 olacak ve uluslararasi 6grenciler icin ¢ekiciligini artirmak i¢in kullanilabilir.
Ornegin diinya siralamas1 (Zhumagulov, 2013). Bu nedenle, bu ¢alismanin amaci,
Kazakistan yliksekogretim kurumlarinin egitim hizmetlerinin kalitesi ile diger
ulkelerden gelen uluslararasi 6grencilerin memnuniyet diizeylerini ve Ogrenme

deneyimlerini kesfetmektir.
Amaca ulagsmak i¢in asagidaki arastirma sorusu formiile edilmistir:

“Egitim hizmetlerinin kalitesi ve memnuniyetleri acisindan Kazakistan HEI'lerinde

uluslararasi 6grencilerin yasadiklar1 deneyimler nelerdir?”

Uluslararas1 6grencilerin Kazakistan’daki deneyimlerine odaklanan c¢aligmalarin
sayist sinirhdir. Boylece, bu ¢alisma mevcut arastirma literatiirlinii tamamlayacak ve
bu kritik konudaki boslugu da kapatacaktir. Bu ¢alisma ayni zamanda egitim hizmet
kalitesinde uluslararasi 6grencileri olduk¢a memnun eden alanlarin ve dikkat edilmesi
gereken eksikliklerin belirlenmesine yardimci olacaktir. Bu g¢alisma, uluslararasi
ogrencilerin bu 6grenme deneyimlerini yansitmasi ve Kazakistan {iniversitelerinin bu
zorlugu ele alma ¢abalarma iliskin algilarin1 degerlendirmesi de beklendiginden,
2020-2021 yillarinda Kazakistan iizerinden uzaktan 6gretime zorunlu gecis agisindan

0zel bir 6nem kazanmaktadir.
Yiiksekogretimde Kalitenin Kavramsallastirilmasi

Ogrencileri belirli bir iiniversiteye ve egitim programmi se¢meye ceken farkl
faktorler vardir. Cohen ve arkaslart (2001), c¢evre, Ogretim yoOntemi, zaman

mevcudiyeti, kampiis i¢i ve dis1 gereksinimler ve 0grenme materyallerine nasil
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erisilecegi gibi faktorlerden bahseder. Bazi Ogrenciler, yiliksekogretim kurumu
secmede akademik kalite, derece tanmirligi ve tiiniversitenin itibari gibi 6nemli
faktorleri g6z 6énunde bulundurur (Gruber et al., 2010). Hizmet kalitesi, kabul slreci
ve personelinin de memnuniyetde 6nemli faktorler oldugu bulunmustur (Munteanu et
al., 2010). Diger arastirmacilar, Avustralya'daki lise oOgrencilerinin {iniversite
tercihinin ana faktorlerinin ders ilgisi ve 6gretim kalitesi oldugunu bulmuslardir
(Soutar & Turner, 2002). Brookes ve Becket (2007). Universite se¢imini ve 6grenci
memnuniyet diizeyini tanimlayan faktorlere iliskin ampirik literatiirii gbz onilinde
bulunduruldugunda mevcut kalite yonetimi yaklasimlarini1 diizenlemek ve bdylece

akademik streclerin kalitesi (6gretme ve 6grenme) artirmak 6nemlidir.

Uluslararasilastirma giicleri giinlimiizde kurumlarin gelisimini etkilemektedir ve
diinya capindaki egitim kurumlar1 i¢in ana Onceliklerden biri haline gelmektedir.
Yiiksekogretim kurumlarinin ¢alistifi ortamlar degismekte ve uluslararasi giliclerin
etkisine daha acik hale gelmekte ve oldukga rekabetci bir ortam yaratmaktadir. Egitim
kurumlari, Ingilizce egitim programlari gelistirerek, uluslararasi akademik personeli
cekerek ve denizasirt 6grencileri ise alarak uluslararasi calismalar: tesvik eder ve
uluslararasilasma  stratejilerini  uyarlar (Lapina et al, 2016). Genellikle
uluslararasilasma siireci, yukarida belirtilen sonuglara ek olarak, egitim
programlarinin ¢esitlendirilmesini ve o6grencilerin ve akademik personelin farkl

uluslararasi is birligi projelerine katilimini da gerektirir (Iljins et al., 2014).

Hizmet kalitesi, beklentiler ile performans arasindaki algilanan fark olarak
tanimlanabilir. Universite operasyonel Ozelliklerinin bu temel pargasinin, ¢esitli
streclerin ayn1 anda gergeklestirildigi ¢ok yonlii bir hizmet olmasi nedeniyle
strdurulmesi zordur (Brown & Mazzarol, 2009). Dikkat ¢ekici bir hizmet-6grenme
deneyiminin yaratilmasi i¢in akademik personel, idari personel ve 6grencilerden
olusan tiim paydaglarin iyi tanimlanmis rolleri olmasi gerekmektedir. Ayrica,
algilanan hizmet kalitesinin yiiksek diizeyde tutulmasi adina, hizmet deneyiminin
dogru tanimlanmas1 ve degerlendirilmesinin bir sonucu olarak hizmet performansinin
beklentilerle ayni diizeyde olmasi gerekir (Sultan & Wong, 2013). Bir hizmet

kalitesini objektif olarak 6l¢mek i¢in arastirmacilar farkli araclar gelistirmislerdir.
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Bazi arastirmacilar uygulamay1 6nerirken, hizmet kalitesinin daha iyi belirlenmesini
kolaylastirmak ve daha sonra belirli amaglar ¢er¢evesinde dlgmek icin baglama 6zel

Olcekler gelistirmistir (Frimpong & Wilson, 2013).

Literatiirde egitim kalitesi, sartl1 olarak kalite asilama yaklasim1 ve 6grenci bakis acisi
olarak tanimlanabilecek iki ana agidan ele alinmaktadir. ilk yaklasim, toplam kalite
yonetimi (TKY), kalite giivencesi, denetim ve hesap verebilirligi icerir (Prakash,
2017). Ferrin et al. (2001) TKY, {iniversite ve sanayi arasindaki iliskiyi tedarik¢i-
miisteri baglantis1 seklinde temsil eder. Disiplinli bir adaptasyonu tesvik eder ve artan
diizeyde miisteri hizmetleri, idari ve akademik personel morali, idari siiregler ve ders
iceriginin kalitesini gosterir. Yine de Houston'a (2007) gore bu kavram ve araglari

yliksekogretim alanina tam olarak uymamaktadir.

Buna karsilik kalite giivencesi, denetimleri, akreditasyonu, degerlendirmeleri ve
stirekli kalite gelistirmeyi igerir. Bu kavramin temel noktasi liderlik tarafindan
yonetilmesidir (Sahney et al., 2008). Yiiksekogretim kurumlari igin olumlu sonuglarin
sayisina ragmen, Ornegin bunlardan bazilarini adlandirmak icin sistem ve siireg
tyilestirmesi, kalite glivencesi yaraticilig1 ve yanit verebilirligi sinirlayabilir (Harvey
& Newton, 2004). Akademik bilesen {izerinde minimum etkiye sahip bir tiir gii¢

kontrolii ve biirokratik olmasi nedeniyle de elestirilmektedir (Cheng, 2010).

Denetim ve hesap verebilirlik de egitimin kalitesi iizerinde olumlu bir etkiye sahiptir.
Denetim, 0Ogretim pedagojisinin 1iyilestirilmesi (Tam, 2002), miifredat igerigi
(Tasopoulou & Tsiotras, 2017), endiistri ve arastirma arasindaki is birligi (Henderson
et al., 2006) gibi olumlu sonuclara sahiptir; hesap verebilirlik ise seffafligi, adil
degerlendirmeyi, diizenlemelere uyumu tesvik eder ve dahili kalite gelistirme
eylemlerini tesvik eder (Anderson, 2005). Kaliteli infiizyon perspektifinin bir¢cok
olumlu sonucuna ragmen, 6grenci merkezli bakis agisi literatiirde 6ne ¢ikan bir bakis
acis1 haline geliyor ve bu nedenle kurumlar kalitenin ¢esitli yonlerini gelistirerek

ogrencilerin beklentilerini karsilamak i¢in rekabet ediyor (Prakash, 2017).

Literatiir taramasindan sonra hizmet kalitesi 6l¢iimiinde yaygin olarak kullanilan iki
yaklasim ayirt edilebilir. Birincisi, hizmet kalitesini dogrudan performans diizeyine
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gore degerlendirir. Ikinci &l¢iim ise miisterilerin (yiiksekdgretim baglaminda -
ogrenciler baglaminda) iiniversitenin sundugu hizmet kalitesine iligkin beklentileri ile

ogrencilerin bu kaliteyi algiladiklar1 seviye arasindaki farka dayanmaktadir (Y1lmaz,
2019).

Her iki yaklasimda da hizmet kalitesini degerlendirmek i¢in en sik uygulanan iki 6l¢ek
vardir. 1k dlgek, Parasuraman, Zeithaml ve Berry tarafindan 1988 yilinda gelistirilen
SERVQUAL'dir. Hizmet alanlarin goriislerinden yola ¢ikarak hizmet beklentileri ile
algilanan hizmet kalitesi arasindaki farkliliklar1 6lgmek igin gelistirilmistir
(Parasuraman et al, 1988). Bu modele gore, hizmeti 6l¢gmenin bes yonii vardir: somut
degerler, giivenilirlik, yanit verme, giivence ve empati. Hizmet kalitesini 6l¢mek icin
siklikla kullanilan bir diger arac SERVPERF (Hizmet Performansi) dl¢egidir. Cronin
ve Taylor (1992) tarafindan detaylandirilmistir ve hizmet kalitesini beklenti-algi
iligkisi yerine ¢esitli 6zelliklerin performans diizeyi ile 6l¢meyi amacglamaktadir.
Abdullah'a (2006) gore, sadece performans yaklagimi yiiksekdgretim baglamina daha
uygundur. Her iki Ol¢ek de hizmet sektorii icin 6zel olarak hazirlanmistir ve
yiiksekogretim baglamimnin belirli yonlerini kapsamamaktadir. Yiiksekdgretimin bu
alana 6zgl 6zelliklere sahip oldugunu ve diger hizmet sektorlerinden farkli oldugunu
vurgulamaya gerek yoktur. Egitim hizmet kalitesinin yeterince Olg¢lilememesi,
ozellikle kurumlarin egitim kalitesini 6lgmeyi amaglayan Olcekler gelistirilmeye

baslanmistir (Y1lmaz, 2019).

2005 yilinda HEdPERF 6l¢cegi Abdullah tarafindan gelistirildi. Arag, yiliksekdgretim
kurumlar1 i¢in baglama 6zel olan faktorleri performans agisindan dlger. 7'li Likert
olgegine gore degerlendirilen 41 soru igermektedir. Ogrencilerin yiiksekdgretim
kurumunu akademik kalitesi, idari ozellikleri, erisilebilirligi, imaji Ve sundugu

program agisindan degerlendirmeleri beklenir (Abdullah, 2006).

Diger bir olgek - Yiksekogretim Hizmet Kalitesi (HIEAQUAL) - ayni zamanda
yiiksekogretimde hizmet kalitesini 6lgmeyi amaclamaktadir. Ogretim ve ders icerigi,
idari hizmetler, akademik faaliyetler, kampiis altyapisi Ve ogrenci destek hizmetleri
olmak iizere bes oOzelligi degerlendiren 27 maddelik 6lgegi temsil etmektedir

(Annamdevula & Bellamkonda, 2012).
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Sunulan benzer o6lgeklere yonelik temel elestiri, bazt modellerin hizmet sektori
iizerinde ayrintili olarak ele alinip, yliksekdgretime 6zgili yonleri icermedigi yoniinde
olurken, digerinin {iiniversitelerin olumlu doniistliriicii roliinii icermemesidir. Bu
nedenle, bu arastirmada yiiksekogretim kalitesini arastirmak icin, yliksekogretim
baglamina 6zgii 6zelliklerin Slgiilmesi agisindan daha gii¢lii olmas1 nedeniyle teorik

bir ¢erceve olarak HESQUAL modeli secilmistir (Yilmaz, 2019).

Bu g¢alisma, Teeroovengadum ve digerlerinin yiiksek Ogretim hizmet kalitesi
(HESQUAL) modelini uygulayan kurumlarin kalite bilesenlerine odaklanmistir.
(2016). HESQUAL modeli, 6zellikle yiiksekdgretimde kalitenin dl¢lilmesi i¢in son
zamanlarda detaylandirildig i¢in bu ¢alisma igin yol gdésterici bir gerceve olarak
secilmistir. HESQUAL'a gore, yliksekdgretimde hizmet kalitesi, islevsel ve teknik ya
da déniistiiriicii yonleri igerir. Islevsel hizmet kalitesi boyutlar1, bu ¢alisma sirasinda
degerlendirilecek olan idari kalite, fiziksel ¢evre kalitesi, temel egitim kalitesi ve
destek tesisleri kalitesini icermektedir (Teeroovengadum et al., 2016). HESQUAL'in
teknik yonii atlanacaktir ¢iinkii bu calismanin amaci egitimde sunum siirecine

odaklanmaktadir (Brady & Cronin, 2001).
Ogrenci Memnuniyeti

Diinyanin dort bir yanindaki kurumlar egitim hizmetlerini etkili bir sekilde sunmak ve
0grenci memnuniyetini artirmak i¢in 6grencilerin seslerine odaklanmaktadir (Blair &
Noel, 2014). Ogrenci memnuniyeti, dgrenme miifredati, denetim, geri bildirim, destek
tesisleri, fiziksel altyapi, bos zaman etkinlikleri ve sosyal iklim gibi faktorlerin
karmasik karsilikli iliskisinin bir sonucu olarak kabul edilir (Wiers-Jenssen et al.,
2002).

Uluslararas1 6grencilerin goriislerinin eksikligi, kurumlarin i¢in daha iyi hizmetler
sunma cabalarinda bir zorluktur. Ornegin Zhou ve Cole (2017), uluslararas:
Ogrencilerin genel memnuniyetinin dnemini ii¢ agidan ele almaktadir. Akademik bir
bakis acisindan, denizasir1 68rencilerin genel memnuniyeti, sebat ve mezuniyet gibi
onemli sonuclar1 etkiler. Dis iliskiler perspektifinden bakildiginda, 06grenci

memnuniyeti baglilik, tiniversiteyi daha sik desteklemek i¢in goniillii olmak ve daha
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fazla bagis yapmakla sonuglanir. Ve son olarak, genel memnuniyetin bilesenlerinin
anlagilmasi, liniversitelerin daha iyi hizmetler sunmasina, 6grencileri daha etkin bir

sekilde elde tutmasina ve ise almasina olanak tanir.

Uluslararas1 6grencilerin memnuniyetini inceleyen ampirik literatiir, 6grencilerin
bununla ilgili deneyimlerinin farkli yonlerine odaklanmistir. Ding (2016), uluslararasi
ogrencilerin memnuniyet diizeylerini etkileyen farkli faktorleri arastirmistir.
Arastirmasinda, c¢alisma programlari, destek hizmetleri ve yerel Ogrencilerle
entegrasyonun uluslararasi Ogrencilerin memnuniyetini 6nemli Olglide etkiledigi
ortaya cikti. Finn ve Darmody (2017), uluslararasi 6grencilerin memnuniyetini
sekillendiren farkl faktorler arasinda en 6nemlisinin egitim kurumlarindan duyduklari

memnuniyet ve sagliklarina iliskin 6znel derecelendirme oldugunu iddia etmektedir.

Ogrenci memnuniyeti literatiirii, akademik katilmi uluslararast  6grenci
memnuniyetinin 6nemli bilesenlerinden biri olarak tanimlamigtir. Akademik katilim,
yalnizca 0gretim tiyeleriyle, diger 6grencilerle derslerde ve miifredat dis1 etkinliklerde
etkilesimi degil, ayn1 zamanda 6grencilerin ders ¢alismak i¢in harcadiklar1 ¢abay1 ve
zamani da igerir. Ogretim iiyeleriyle etkilesimler, genel memnuniyetle iliskili en
onemli yonlerden biri olarak tanimlanmistir (Arambewela & Hall, 2009; Webber et
al., 2013). Bu nedenle Webber et al. (2013) derslere hazirlanmak igin daha fazla zaman
ve c¢aba harcayan veya baska bir sekilde akademik gorevlere katilan dgrencilerin
akademik deneyimlerinden daha yuksek bir genel memnuniyet diizeyi sergilediklerini
iddia etmektedir.

Ayrica, Arambewela ve Hall'a (2009) gore, fakllteden gelen geri bildirimleri,
fakiilteye erisimi ve Ogretim kalitesini iceren akademik kaliteden memnuniyet,
Asya'dan gelen Avustralyali denizasir1 6grencilerin genel memnuniyet diizeyini
onemli ol¢iide etkiler. Ayrica, mense iilkeye bagl olarak 6grenci memnuniyeti
algilarindaki farkliliklar1 arastirdilar. Calisma, farkli tilkelerden 6grencilerin akademik
ve akademik olmayan hizmet kalitesinden memnuniyet diizeyini farkl algiladiklarini,
bu nedenle {iiniversitelerin denizasirt Ogrencilerin farkli ihtiyaglarmi karsilayan
cesitlendirilmis bir stratejik pazarlama plani {lizerinde detaylandirmasi gerektigini

gosterdi.
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Korobova ve Starobin (2015) tarafindan ylriitiilen ¢alismada, uluslararas1 6grenci
memnuniyetinin egitim deneyimlerinden en dnemli yordayicilar1 olarak tanimlanan
etkili egitim uygulamalarinin bes yonii bulunmustur. Bunlar akademik zorluk diizeyi,
Ogretim tyeleriyle Ogrenci etkilesimi, zenginlestirici egitim deneyimleri ve
destekleyici bir kampiis ortaminin iki yoniidiir - iliskilerin kalitesi ve kurumsal vurgu.
Universitenin akademik yoniiniin yan1 sira, 6grenci destek hizmetleri, grencilerin
yurtdigindaki egitimleri sirasinda olumlu bir deneyim yasamalarin1 saglamak igin
bircok kurumda uluslararasi 6grenci memnuniyetinin 6nemli bir gdstergesi olarak

kabul edilmektedir (Perez-Encinas & Ammigan, 2016).

Arkoudis et al. (2019), Avustralyali uluslararasi 6grencilerin Avustralya'daki egitim
deneyimlerinden memnuniyet diizeylerini arastirdi. Avustralya hiikiimeti 6grencilerin
memnuniyetini diizenli olarak arastiriyor ve bunun yiiksek seviyesini bildiriyor olsa
da, toplanan verilerin gergegi yansitmadigina dair isaretler var ve 6grencilerin sosyal
ve egitim deneyimlerinden bir miktar memnuniyetsizligi var. Calisma derinlemesine
Ogretme ve Ogrenmeyi, sosyal parcalanmayi, finanst ve konaklamayi arastirdi.
Bulgular, uluslararas1 6grenciler tarafindan genel memnuniyetin yiliksek tahmin
edilmesine ragmen, 6grencilerin algiladiklar1 sosyal biitiinlesme ve aidiyet eksikligi

oldugunu gostermistir.

Ogrenci memnuniyeti, 6grenci deneyimi ile yakindan iliskilidir. Uluslararas1 dgrenci
deneyimine odaklanan arastirmalar, ¢esitli faktorlerin egitimleri sirasindaki
deneyimlerini dogrudan etkileyebilecegini iddia ediyor. Jones'a (2017) gore,
akademik, yasamsal ve sosyal yonlerden 6grenci deneyimi Uzerinde etkisi olan
birbiriyle iligkili dort bilesen vardir. Bunlar kisisel tarih, aile baglami, ulusal baglam
ve kurumsal degerler ve 6grenci destek hizmetleri ile kurumsal nitelik ve konumdur.
Archer ve arkd. (2010), program calismalarinin her asamasinda uluslararas1 6grenci
deneyimini gelistirmeyi, bagvuru ve varis adimlarini, ardindan kiiltiirel ve sosyal
entegrasyon asamasini, konaklama ve yasama, is deneyimini ve isttihdam edilebilirligi
benimsemeyi onermektedir. Arastirmacilar ayrica iletisim ve hizmet koordinasyonu
gelistirmenin, teknolojinin ilgili kullaniminin, esnekligin ve 6grenci beklentilerinin

uygun sekilde yonetilmesinin nemini vurgulamaktadir.
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Birkag calisma, Kazakistan yiiksekdgretiminin uluslararasilasmasinin genel yonlerine
(Maudarbekova & Kashkinbayeva, 2014; Jumakulov & Ashirbekov, 2016),
arastirmanin uluslararasilasmasina (Jumakulov et al., 2019), uluslararas1 6grencilerin
akademik motivasyonuna odaklanan olarak adlandirilabilir. (Ospanova, 2018),
deneyimleri (Mukhamejanova, 2018) ve Kazakistanli Ogrencilerin yabanci

universitelerle olan memnuniyetleri (Sabatayeva et al., 2018).

Bazi1 aragtirmacilar, iilkedeki akademik ve sosyo-kiiltiirel hayata uyum saglamay1 ve
bu siiregte beseri sermayelerini nasil uyguladiklarini kesfederek, Kazakistan'a yuksek
lisans yapmak i¢in gelen dgrencilerin deneyimlerini daha iyi anlamaya ¢alismiglardir
(Mukhamejanova, 2018). Bulgular, uluslararast 6grencilerin, Kazakistan'daki yerel
yasama uyum saglamak ve egitimleriyle ilgilenmek i¢in insan ajanslarini yogun bir
sekilde uyguladiklarin1 gosterdi. Sadece ¢evreye uyum saglamakla kalmadilar, ayni
zamanda ondan da 6grendiler ve onu amaglarna ve baglamina gore degistirmeye

calistilar.

Incelenen literatiir, uluslararas1 dgrencileri memnun etmek ve gekmek igin egitim
kalitesinin dikkate alinmasi gerektigini ve iiniversitelerin uluslararasilasma stirecinde
temel bir unsur olarak digiiniilmesi gerektigini gostermistir. Egitimde kalite
konusunda iizerinde durulmasi gereken ¢esitli faktorler olmakla birlikte,
yiiksekdgretim kurumlarinin 6grencilerini memnun eden ve etmeyen faktdrlerin

farkinda olmalar1 ve bu boyutlarda gerekli diizenlemeleri yapmalar1 gerekmektedir.
Yontem

Bu arastirma, nitel arastirma gelenegini takip etti ve uluslararasi 6grencilerin
Kazakistan universitelerindeki 6grenimleri sirasinda egitim hizmetlerinin kalitesine

iliskin deneyimlerini detaylandirmak i¢in fenomenolojik bir ¢alisma olarak tasarlandi.

[k adim olarak, arastirmanin elestirel gercevesini olusturmak ve konuyla ilgili dnemli
bilgiler toplamak igin literatiir taramasi yapilmistir. Sonug olarak, literatiir taramasinin
ardindan tez Onerisi ve arastirma sorusu belirlenmistir. Daha sonra arastirmaci

tarafindan veri toplama araci olusturulmus ve iki uzman tarafindan incelendikten
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sonra aracta gerekli degisiklikler yapilmistir. Goriismeler yapilmadan Once pilot
calisma uygulanmis ve Insan Arastirmalar1 Etik Kurulu izni alimmistir. Bir sonraki
adim, arastirma kriterlerine uyan uluslararas1 6grencilerle goriismeler yapmakti. Son

olarak, veriler analiz edildi ve sonuglar rapor edildi.

Ornekleme acisndan amacgl  &rnekleme kullanilmistir.  Hedef kitle olarak
Kazakistan'daki iiniversitelerde okuyan 15 tam zamanli uluslararasi 6grenci
secilmistir. Orneklem 11 lisans ve 4 doktoradan olusmaktadir. Nur-Sultan'daki
Universitelerde okuyan uluslararasi1 6grenciler . Kazakistan'daki {iniversitelerde iki
yildan az zaman gegiren uluslararas1 6grenciler, yurtdisinda egitim deneyimlerinin
olmamas1 ve pandemi karantinasi ve cevrimici egitim nedeniyle lniversitelerinin
egitim hizmetlerinin kalitesi hakkindaki algilarin1 degerlendirememeleri nedeniyle

dislandi.

Nur-Sultan bolgesinden ii¢ iliniversite c¢alismaya katilmak {izere secilmistir: Nur-
Sultan'da ikamet eden diger iiniversitelere kiyasla en fazla uluslararasi 6grenciye ev
sahipligi yapmasi nedeniyle secilen Nazarbayev Universitesi, L. Gumilev Avrasya
Ulusal Universitesi ve Astana Tip Universitesi. Sultan. Ayrica her ii¢ iiniversite de
mevcut stratejik planlarinin agiklanmasinda uluslararasilasmay1 bir numarali 6ncelik
olarak belirlemistir. Ve son olarak, diinyanin dort bir yanindaki uluslararasi
ogrencilerin agirlikli olarak kaydoldugu (STEM, tip, isletme ve hukuk) calisma
alanlar1 sunarlar (OECD, 2018).

Veri toplama aracini (yar1 yapilandirilmis goriismeler) olusturmak igin atilan ii¢
asamadan gecilmistir: ara¢ gelistirme asamasi, pilot uygulama ve goriisme
protokoliiniin son haline getirilmesi. Arastirmaci, HESQUAL modelinde
yuksekogretimde egitim kalitesine odaklandigindan, goriisme sorulari bu modelin tiim
boyutlarin1 kapsayacak sekilde olusturulmustur: idari kalite, fiziksel ¢evre kalitesi,
temel egitim kalitesi ve destek tesisleri kalitesi. Bu modelin doniistiiriicii kalitesi, bu

yoniin ¢aligmanin odak noktasi diginda kalmasi nedeniyle hari¢ tutulmustur.

Birebir yapilan goriismeler, katilimcilarin rahat ve kisitlamasiz cevaplar verebilmeleri
icin se¢ilmistir. Gorlismelerin tiim sorular1 agik uglu oldugundan 6grenci deneyimleri
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hakkinda daha detayli bilgi vermektedir (Abu Rabia, 2016). Katilimcilar ayrica
goriigmelerden Once bilgilendirilmis onam formunu imzalamiglardir. Rahatsizlik
duyduklarinda herhangi bir soruyu yanitlamay1 reddetme veya aragtirmadan ayrilma
haklart oldugu konusunda bilgilendirildiler. Goriismelerin siiresi 40 dakika ile 1 saat
15 dakika arasinda olmustur. Goriismeler kayit altina alinmis ve goriismeler sirasinda

aragtirmaci tarafindan gerekli notlar alinmistir.

[lk olarak Rusga yapilan goriismeler Ingilizce'ye cevrilmistir. Ikinci olarak,
ogrencilerin demografik o6zelliklerini detaylandirmak i¢in Orneklemin tanimlayici
istatistikleri belirlendi. Ugiinciisii, calisma goriismeleri bir arag olarak kullanmis, bu

nedenle veriler icerik analizi yoluyla analiz edilmistir.
Bulgular

Uluslararas1 6grencilerin ezici ¢ogunlugu, Teeroovengadum ve digerlerinin (2016)
HESQUAL modelinde ele alinan egitim kalitesinin farkli yonleriyle ilgili genel

memnuniyetlerini belirtmistir.

Temel egitim kalitesi, ¢ogu uluslararasi 6grenci tarafindan memnuniyetlerini etkileyen
en temel unsur olarak rapor edilmistir. 15 katilimcidan sadece bir katilimci genel
O0grenme deneyiminden memnun degildi. Diger katilimcilar ise 06grenme
deneyimlerinden memnun olduklarini belirtmislerdir. Bazilari, fakiiltenin dil eksikligi
nedeniyle fakiilte ile iletisim sorunlari, pandemi doneminde ilgi alanlarina ve internet
kalitesine uygun benzersiz egitim vektorlerini olusturmak igin seg¢meli ders

secememeleri ve uygulama eksikligi gibi sorunlarla karsilasti.

Idari boyutun kalitesi de ¢ogunlukla uluslararas1 6grencileri memnun etti. Buna gére,
bazi 6grenciler ikamet izinlerinde kendilerine yardimci olamama, saglik sigortalarin
kaybolmas1 ve dil eksikliginden dolayi iletisim sorunlari gibi sorunlar yasadiklarini
bildirdiler. Sadece bir katilimc1 karsilastigi bircok konuda idari personelden destek

hissetmedigi i¢in olumsuz olarak tecriibesini paylasmis ve onlara hitap etmistir.

Destek tesislerinin kalitesi ve fiziksel ¢evre, katilimcilarin gogunu memnun etti. Spor

tesislerine erisim, bazi binalarin yenilenmesi gerekliligi, matbaa ve fotokopi
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tesislerinin agilmasi gibi unsurlarin {niversite yonetiminin dikkatini ¢ekmesi
gerekmektedir. Tiim yonlerin genel kalitesi uluslararas1 6grencileri tatmin etse de
iiniversitenin sagladig1 kaliteyi artirmak ve Ogrencilerin 6grenme deneyimlerini
tyilestirmek ve boylece memnuniyetlerini artirmak i¢in iiniversite yonetimi tarafindan

bazi eksiklikler ve kalite bosluklarinin ele alinmasi gerekmektedir.
Tartiyma ve Sonug

Ammigan ve Hall'un (2018) 6nerdigi gibi, yiiksek talebin 6grenci isleri ve hizmet
personeli, yurt ve barinma birimleri, ¢ok-kultirli merkezler, akademik personel ve
fakiiltelerdeki profesyonel yoneticiler ve diger boliimler arasinda isbirligi ic¢inde
olmalar1, uluslararas1 6grencilerin sorunlarini ayrintili olarak ele almay1 onerdikleri
arasindadir. Arastirmaci, bu amaca ulagsmak i¢in gerekli kaynaklarin saglanmasi

gerektigini de belirtmistir.

Mevcut arastirmanin bulgusu, uluslararas1 6grencilerin ¢ogunlukla Kazakistan
iiniversitelerindeki 6grenme deneyimlerinden memnun olduklarin1 gdstermistir. Bu
calisgma ayni zamanda teorik ¢ercevede ele alman egitim kalitesinin dort boyutu
arasinda, genel 6grenci memnuniyeti iizerinde en biiyiik etkiye sahip olmasi1 agisindan
akademik boyutun en 6nemli oldugunu gostermistir. Bu nedenle, bu ¢alismanin
Onerisi, egitim kalitesinin tiim unsurlarinin genel memnuniyet lizerinde bir dereceye
kadar etkisi oldugundan, yiiksek diizeyde uluslararasi 6grenci memnuniyeti elde
etmek i¢in ise egitim kalitesinin tlim yOnlerinde iyi bir seviye saglamaya caligmaktir.
Universiteler ayrica bu ¢aligmanin belirttigi gibi genel memnuniyette akademik
boyutun 6nemini kabul etmeli ve Ogrenme deneyimlerini artirabilecek destek
hizmetlerinin gelisimini dikkate almalidir. Ayrica akademik ve destek hizmetleri

boyutlar1 arasinda is birligini tesvik etmeleri gerekir.

Kazakistan'daki tiniversitelerin Gist yonetiminin dikkate almasi gereken bir diger nokta
ise akademik ve akademik olmayan personelin dil yeterliligidir. Kazakistan iki dilli
bir lilke oldugundan, uluslararasi 6grencilerle iletisim verimliligi agisindan geldikleri
iilkeye gore en az iki dil bilen (Ingilizce ve Rusca) personel istihdamina ihtiyag vardur.
Dil konusu, uluslararast ogrencilere yerel dillerin O6gretilmesi agisindan da
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distintilmelidir. Diizeylerine uygun dil bilgisine yonelik dil gruplarmin isleyisini

dikkate almaya ihtiyag¢ vardir.

Bu ¢alismanin bulgularmma dayali olarak bir konu daha dile getirilmelidir. Bu
arastirmanin ek avantaji, li¢ farkli tiniversiteden uluslararas1 6grencilerin 6grenme
deneyimlerinin  paylasilmasidir. Bu {niversitelerin  segilmesinin  gerekgesi,
Nazarbayev Universitesi ve diger iki iiniversitede beklenen sistem farkliliklarma
dayanmaktadir. Ogrencilerin paylastigi deneyimlere gore, dgrencilerinin katildig
iiniversitelerin miifredat yapisma yonelik farkli yaklagimlari bulunmaktadir.
Amerikan {niversiteleri bazinda faaliyet gosteren ve se¢meli ders sistemini tesvik
eden Nazarbayev Universitesi'nin durumu ve uygulamas1 dikkate alindiginda, diger
iiniversitelerdeki 6grenciler segmeli ders sistemini uygulayarak 6zgiin miifredatlarini
olusturma firsati bulamamaktadirlar. Bu sistem bulgulardan da goriildiigii gibi resmi
olarak calismaktadir. Bu nedenle, Kazakistan'daki iiniversitelerin yonetimi, her
Ogrencinin egitiminde benzersiz bir yol olusturabilecegi segmeli dersler sistemini isler

hale getirmeye 6zen gostermeli ve adimlar atmalidir.

TUm katilimcilar arasinda bir doktora Ogrencisi bulunurken, bu kisi en ¢ok
tiniversitedeki 6grenme deneyimlerinden ve egitim kalitesinden memnun olmayan
ogrenci olmustur. Uluslararasi doktora c¢alismalarmin sistematik sorunlari olup
olmadigini belirlemek i¢in baska bir arastirma yapilmasi istenebilir, liniversitedeki

ogrenciler veya belirli bir 6grencinin kisisel algisidir.

Ayrica, bireysel Ogrenme deneyimlerinin {iniversitelerine yonelik izlenimleri,
inanglar1 veya duygulari lizerinden degerlendirilmesinin, ger¢ek sunumdan bagimsiz
tim yonleriyle kaliteyi degerlendirmede 6nemli oldugunu ve bu kaliteye iliskin
algilara 151k tuttugunu vurgulamak gerekir. Bu tiir bir kalite degerlendirmesi makul
olup, anketler yoluyla elde edilebilecek sonuglara kiyasla farkli bir kalite yapist
saglayabilir. Universiteye yonelik duyumlar, izlenimler ve bireysel duygular gibi

soyut yonleri dahil ederek ¢ok daha genis bir egitim kalitesi kavrami saglayabilir
(Masserini ve arkd., 2019).
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Kazakistan'da yiiksek 6gretimin uluslararasilagsmasi agisindan, {iniversitelerin, egitim
siirecini Ingilizce olarak saglayarak en yiiksek kalitede 6grenme siirecini saglamak
icin yerel ve uluslararasi profesorler de dahil olmak iizere ¢esitli bilim alanlarindan
yetkin profesorleri cekmesi gerekmektedir. Universiteler hem yerel hem de
uluslararas1 6grenciler igin firsat esitligi saglayabilmelidir. Bu baglamda, devlet
{iniversitelerinin Ingilizce egitim verebilmeleri i¢in ulusal mevzuatin uyarlanmasi
gerekmektedir. Ayrica, liniversite yonetimi, diger liniversitelerle is birligi kurarak
aktif olarak Ogrenci hareketliligini ve uluslararast varligini tesvik etmelidir.
Uluslararas1 6grencileri ¢ekmek ve uluslararasi ortakliklar: tesvik etmek i¢in mevcut

caligma programlarmin gesitlendirilmesi gerekmektedir (Lapina ve arkd., 2016).

Sonu¢ olarak, bu calisma Kazakistan iiniversitelerinde uluslararasi 6grenci
deneyimlerinin ve memnuniyetinin smirli teorik aragtirma tabanma katkida
bulunmaktadir. Pratik bir bakis agisindan, bu c¢alismanin bulgulari, hedeflenen
uluslararas1 6grenci sayisini gcekmek ve bazi tiniversitelerin Orta Asya'da bolgesel bir
egitim merkezi olusturmak icin ele alinmas1 gereken kalite bosluklarini belirlemek
icin liniversite yoneticileri tarafindan kullanilabilir. Kaliteli hizmeti her boyutta tesvik
etme fikri egitim yoneticilerine hakli goriinse de bunlara Oncelik vermemek

kaynaklarin verimsiz dagilimina yol agabilir.

Bu ¢alismanin kesif amagli bir amaci oldugundan, daha fazla aragtirma, nicel aragtirma
yontemini uygulayarak farkli iniversitelerden daha fazla sayida uluslararasi 6grenciyi
icermelidir, boylece bulgular Kazakistan iiniversitelerindeki tiim uluslararasi 6grenci

deneyimlerine genellenebilir.
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