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1. The social environment of the higher education

According to the changes happened in the fieldglidr education in the recent years - in the
more developed parts of the world: in the recectdes - the ideas about the aims and tasks
of education had changed. The changes have affdedhole education sphere, but we can
find the biggest changes in the field of higheradion. The following changes should be
emphasized from the significant changes we all ifielthe field of higher education: a)
increasing social need of higher education, b) egaently to that, massive training and
increasing number of the teaching staff, c) itasessarily related to structural changes, d) the
new directions of the higher education policy. Mo@inmon ways: the Bologna process - and
all these resulted the everyday decisive psychoébgihange of the "top trainers”, which is
based on the changes of the roles of the highesation® The starting point of the changes
lies in the expansion of the higher education. Bethe Second World War less than 10% of
the typical higher education age groups attendedediigher education institutions; from the
sixties initially extremely fast, then deceleratingte increasing number of students was
observed in Western Europe, and the rate was 50% at the millenium in Europe.
According to lldiké Hrubos, the growth is unstopfggbbecause the failure affects the
individuals with serious risk. The composition betmass of the students became more and
more heterogeneous in pursuance of the social baakd, prior experiences, motivation and
career plans. It resulted the visualization of wialege of interests and values.

The central question of theoretical and practicgibade about higher education nowadays,
unfolding all around the world in different socigkoups, is: how to train intellectual
professionals in these higher education institgtiohthe mass education, who can meet the
needs of the new milleniufh.

2. Transformation of the concept about the autonomypf the higher education
2.1. Cooperation between the subjects of the higtecation's autonomy

The cause of the termination of the previouslyeaystvide agreement between the subjects of
the higher education's autonomy is generated frben rhisconception of the unlimited
autonomy, and paradoxically results the minimumngeaof the autonomy-definition, or the
erosion of that in the pessimistic opinion, whiatplies the following hazards: The different
segments of the fragmented higher education ameingrindependently, and do not form a
system. As a result of the fragmentation, evertititgons - within that all faculty, college,

! Kocsis Miklds: Tarsadalom — allam — fétiktatas, A fel§oktatasi autonémia értelmezési tartomanyai.
Jogelméleti szemle 2010/3. szam.
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etc. - only care about its own work, and do noirfib bigger units, ultimately into the higher
education as a whole, as the result of the balk#iois, all relevant stakeholders are trying to
get support and gain ground in the expense of tiher 8

2.2. The state and social environment which deteemthe autonomy of the higher education

In paralell with the transformation of the autonedsfinition, the higher education has
undergone significant changes, and it has to faem enore significant challenges. During
these processes the role of the state has chaagddihe expectations of the society in
connection with the higher education have changethex same time. According to these
interactions, the traditional "quality” of highedweation is threatened, which is also a
disturbing phenomenon. According to the literatuhes definition of the quality assurance
shall be deemed like "those activities of an in§tin, organization, sector or industry which
aim is to satisfy the needs of the users by theim eervices and products”. The difficulty of
the conceptual problems is that this definitiomaigjely trivial in case of the market players,
but we can identify more "users" in case of thehbrgeducation: students, parents, actors of
the economic sphere, employers, scientific spher@ e society itself. Due to these
interacting processes the staff of the higher ettutagot into a new situation. Those
statements - incurred by the state - became ydiibus which said that the consumption of
resources by the institutions is inappropriate. Boeiety - in particular the employers’
organizations - criticized the institutions thaeyhdo not serve adequately the needs of the
society and do not give "marketable" knowledgehi® dtudents. It should be also noted, that
many countries was forced to fiscal constraintgl #ms resulted the fore of rationalization
and the efficiency-enhancing of the higher educatithe institutions of the higher education
tried to focus on the definition of the higher edliion's autonomy as a response to the - often
reverse - expectations of the society and the.stdlis attempt was not even restrained, that
due to the expansion of staff of the higher edocatihe number of the quality "top trainers”
who could maintain some kind of autonomy, due trtBubjective conditions - skills - was
significantly reduced. The recognition was exprdsseat the Magna Charta Universitatum
can not be a basis for the management of thesdenbabk, because "the labor market is
fragmented all around the world, the differencenaein the winners and the losers is broaden
and the only defense against the hopeless exclusitre learning. Further pressure on the
higher education sector is that it has to accepty@ne >

Such processes are permanent breeding grounddaetérences to the autonomy as a final
resource. It was the same in the former "crisisoplet’ of the higher education as well: the
medieval university operating in a guild form was able to adapt to the challenges of the
civilization, in the next model - from the ninetéercentury - the state has funded the
institutions; it was not a problem, until the dexge of the sources. Then appeared the concept
of the collective autonomy opposite to the insiitnél autonomy. The central idea of these
references was that the scientists are workingffoea external influences, which is financed
by the state to the extent necessary. This ,Mys$hriat talking about the responsibility of the
scientists according to the social function of Hugence: namely, the responsibility that the
available resources should be utilized in an ogtivey, to serve the benefits of the members
of the society. The autonomy of the higher educatan not mean absolute independence -
like it did not mean absolute independence in tndiex ages neither, contrary to the public

* Kocsis Miklés: Tarsadalom — &llam — fétktatas, A feloktatasi autonémia értelmezési tartomanyai.
Jogelméleti szemle 2010/3. szam.
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perception - it has to be consistent to the requar@s of the economic, social and political
environment . More forms of the responsibility of@cing are known, but almost in all cases
it is consistent with fore of the quality requireme In the modern higher education-
administration systems separated organizationaésysare formed to control the quality of
the higher education, where both the society aadstate are present which factors formulate
the expectations of the higher education. This @salse the higher education system is
increasingly forced to the transparency, and is tuntext to provide information about the
quality of their work, on the other hand, the irasieg competition in the higher education
sector also focuses on the qualitative aspectsnFhe aspect of the autonomy's function it
raises the question about the limited extent ofitiséitutions and their members - for the
guality - not to damage the freedom of science. Aigker education institutions can not exist
without the autonomy, which is “the lifeblood ofegy scientific work™ Besides the insist to
the principle of autonomy we have to ensure theraarny for the institutions and we have to
ensure that the state bodies can accomplish tlositral tasks. Several aspects must be
considered during this work. First of all, that thecreditation models are difficult to
understand without the government policies behivasint the accreditation systems are a part
of the national governmental policies; and the editation executive bodies are between the
sector of the higher education and the governrh&etcondly, that the outstanding "quality”
can be established in that kind of areas whichpareneated by the "culture of excellence".
Excellence was never a permanent achievements itchiace with more and more challenges.
In rare cases, it can prevail for complete ingtng too, but generally it is a characteristic of
individual faculties, or units within the institatis. The nature and intensity of research (as in
other activites too) is different by countries, amstitutions.

The European University Association accepted a nemception about the quality of the
higher education in September 2001. Within thisneavork, it is stated that the accreditation
is the published formal recognition of the minimoaguirements' compliance referring to the
quality of the programs and the institutions. Thame the accreditation is the adequate
mechanism to complete the minimum requirementhefeducation, and therefore it can be
considered as the first step for the quality assmeaHowever, the accreditation can be used
only together with strong internal institutionaladjty evaluation.

The need for autonomy - as it was shown above -jussied with the coercive force of the
scientific freedom, namely that the scientific nueth are inappropriate without the
autonomy?

The question is that what kind of function shoukl duaranteed for the autonomy in the
middle of the situation connected to the changediataasks to continue serving the
realization of the freedom of science?

The higher education is different from other foroi®ducational levels. The difference is that
the scientific knowledge is the essential compoméhe training, even if its coverage mode
and rate are depending directly on the speciatimatnd the concrete training goal .
Accordingly, higher education is not primarily arsiitution, but an activity; we can not give
sensible and regulated framework to higher educdtip putting that into a rigid institution
system, and we can not "reform" that with appar@mii spectacular organizational and
administrative transformations, but we should hélgher education to enforce its

® Homan Balint: A fel§oktatas reformja. Magyar Félsktatas (szerk. Martonffy Karoly). Az 1936. év dexer
hé 10-81 december hé 16-ig tartott orszagos delgatasi kongresszus munkalatai. Kdzzéteszi HormaimBM.
Kir. vallas- és kdzoktatastigyi miniszter, Buda@337. 10. o.

" Kozma Tamas: Bevezetés. In: Kozma Tamas — RébaylMaa (szerk.) Fet®ktatasi akkreditacié Eurépéaban.
Oktataskutaté Intézet, Budapest 2003. 5. o.

8 V6. példaul Arnold Koéttgen: Die Freiheit der Wissehaft und die Selbstverwaltung der Universitit. |
Neumann — Nipperdey — Scheuner: Die Grundrechtadbiach der Theorie und Praxis der GrundrechteirBerl
1954. 299. o.



autonomous motion. It can be concluded, that tls®labte and complete autonomy of higher
education, or the fully centralized state controlesl not serve the interests of science:
resources of rights abuses are inherent in théunehs as in the state power. The extent of
the institutional autonomy interpreted as the surnthe individual and collective autonomy
depends on the cooperation between the institytitvesstate and the society, to finance the
knowledge owned or created by them, and to utilizeor its intended purposes by the
society?

In accordance with the Bologna Declaration, eveatycational institution shall develop a
system which ensures the quality of their outpatpther words, the quality management
system. Research conducted in this paper had tyectokes; examine student perceptions of
the quality of higher education at the Faculty afrLin Pecs and Faculty of Law in Osijek
and deeper insight into the structure of the sasy@etract those criterion variables that most
influence the quality of teaching observed in theutties.

3. Methodology

3.1 Method

The survey on the quality of higher education wasdticted at the Universities of Osijek and
Pécs during October and November 2011. By meatiseoPAPI (Paper and Pencil) method
and as instructed by the surveyor, students indkpely filled out the survey after the
completed courses. For the purpose of survey imghation, a measuring instrument called
KVALIMETAR *%was utilized. The tool consists of 31 statemenegatized into five areas:
administrative staff, teaching staff, reputatiopoms and equipment, curriculum and
teaching plans The grades are based on Likert scafthgnd range from 1 to 5 with 1
referring to “complete disagreement with a statdéimamd 5 to “complete agreement with a
statement”. The below table presents the appliesunag tool.

Table 1 — KVALIMETAR measuring instrument

STATEMENT GRADE
- . . . . . . 12345
1. Administrative staff is available and ready to pdevstudents with assistance.
12345

2. Administrative staff treats students with respext dignity.

6. Student office keeps records of students properdypecisely.

LL

% 3. Administrative staff deals with students’ enquiriesa prompt and professionall 2 3 4 5
U) manner.

"'EJ 4. Administrative staff helps students with respectptoviding information on the 1 2 3 4 5
|<Tt study, curriculum and majors...

= . i, . . 12345
U, 5. Students’ applications and enquiries are timely arxlurately dealt with.

Z

s 12345
a

<

7. Students are timely informed by the faculty on entrchanges of course scheduld, 2 3 4 5
time of examination and delayed/cancelled lectures.

® Kocsis Miklés: Tarsadalom — &llam — fétktatas, A feloktatasi autonémia értelmezési tartomanyai.
Jogelméleti szemle 2010/3. szam.

10J.Legeevi¢, The System of Managing Quality in Higher Educatoctoral Dissertation, Faculty of
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1 J.E.Hanke, A.G.Reitschinderstanding Business Statist{¢tomewood, Boston 1991) p. 273.



8. Professors and teaching assistants give an impresgilove and enthusiasm f(Lrl
their course.
9. Professors and teaching assistants are highly atetivfor doing their job and 1
conscientiously fulfil their obligations.
10. When teaching, professors and teaching assistaats 0 have proper knowledgel
of the matter and demonstrate it in a clear andpcehensible manner.
11. Using teaching tools and modern technology, profsssind teaching assistantd
L raise the level of teaching quality.
|<£ 12. Professors and teaching assistants hold classesass and practices regularly and.
3 in time.
P 13. Professors and teaching assistants encourage tutteractively participate in 1
5 classes and to take responsibility for studying.
E 14. Professors and teaching assistants assess stugmmfermance appropriately,1
= objectively and fairly.
15. Professors and teaching assistants are availadl&iandly to students. L
16. Professors and teaching assistants possess prapenunication skills and createl
pleasant working atmosphere.
17. Professors and teaching assistants are availalewdting to receive students 1
during office hours.
18. Professors and teaching assistants can also Heeckatter classes. L
% 19. Faculty is characterized by its professional image. 1
b 1
E 20. Faculty includes adequately qualified teachingfstaf
o
IhI:J 21. After the studying, students are capable of trarisfg acquired knowledge andl
skills.
. 22. Faculty possesses appropriate equipment necessargrdanization of classes,1
=z seminars and practices...
g 23. Faculty manages with adequate rooms for teachind studying (libraries, 1
o workshops, laboratories, IT classrooms...)
8, 24. lllumination and cleanliness of classrooms are adequate (halls, classroomsl
w laboratories...).
)
<Z( 25. Faculty owns teaching tools as well as adequateawaittble literature. 1
) .
g 26. Student access to faculty classrooms/rooms ipeter level 1
8 27. Student access to IT classrooms is at a propek leve 1
28. Curriculum and teaching plans contain clear goatsgrndelines comprehensible tol
% 2 both professors and students.
; ; 29. Curriculum standard matches the acquired level afifigations. 1
)
5‘ 2 30. Faculty as an entity offers various curriculums jors) intended for advancementl
OT of students.
x o
x < 1
8 E 31. Goals and guidelines of curriculums are harmonigigd course contents.

The area administrative staff'includes statements from 1 to 7 and refers toices of
student office, reception office and faculty boashand to particular scientific-teaching
units. These services include availability, propeatment of students, timely dealing with
students’ applications and enquiries, reporting comrent schedule changes and precise

student record keeping.

The area teaching staff involves statements from 8 to 18 and relates ttivation,
competence and communication of teaching staffization of teaching tools and modern
regular schedule of classes, objectwel fair assessment of students’

technology,

performance, friendly attitude to students duriffgce hours.
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The area reputation” contains statements from 19 to 21 and impliesilfacreputation,
qgualified teaching staff, capability of transfegiracquired knowledge and skills after
completion of the study.

The arearooms and equipmenttomprises statements from 22 to 27 and refersamsoand
equipment necessary for studying and teaching, etheslude libraries, laboratories,
workshops, IT classrooms, illumination and cleagsg®m of rooms, adequacy and availability
of literature.

The area’curriculum and teaching plans involves statements from 28 to 31. This area
entails clear goals and guidelines as well as wuariourriculums intended for student
education.

Based on the KVALIMETAR statements, an entry pattwas drawn up. This was actually a
formatted SPSS databdSehich served as an entry frame and was also umedafidation
and data processing, deleting the papers whichidradined mostly unfilled.

3.2 Samples

The survey was based on the random sample métmat comprised 228 students of the
Faculty of Law of Osijek and 133 students of theufy of Law of Pécs. The samples

included students from every year of study. Thelatis’ age ranged from 18 to 29 years
while the average age amounted to 21 year and & common age to 20 years. Separate
analysis of examples is shown in Table 2.

Table 2 Demographic structure of students of theufa of Law of Pécs (PTE) and the
Faculty of Law of Osijek (PRAVOS)

FACULTY
PTE PRAVOS
VARIABLES Absolute Relative Absolute Relative
frequencies frequencies frequencies frequencies
GENDER
female 87 65.9 170 74.2
male 45 34.1 59 25.8
TOTAL 132 100 229 100
YEARS OF AGE
18-20 11 8.3 152 66.4
21-23 79 59.8 60 26.2
24-26 19 14.4 14 6.1
27-29 23 17.5 3 1.3
TOTAL 132 100.0 229 100
STATUS
Financed by the Ministry 86 65.2 175 76.4
Partial financing 46 34.8 54 23.6
TOTAL 132 100.0 229 100.0
YEAR OF STUDY
First 1 0.75 68 29.68
Second 2 1.51 63 27.51
Third 49 37.13 70 30.57
Fourth 30 22.73 1 0.44
Fifth 50 37.88 27 11.8
TOTAL 132 100.0 229 100.0

12 5pSs Base 15.0 Users Guide, SPSS Inc. [2007]1.189.
13T7.G. vavra mproving Your Measurement of Customer Satisfac#o6uide to Creating, Conducting,

Analyzing, and Reporting Customer Satisfaction Mezment ProgramgMilwaukee, ASQC 1997) pp.71-250.
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ATTENDANCE OF CLASSES

-25% 5 3.8 - -
25-50% 24 18.2 13 5.7
50-75% 31 235 70 30.6

more than 75% 72 54.5 146 63.7
TOTAL 132 100 229 100

GRADES STATED IN THE
STUDENT RECORD BOOK

Good 10 7.6 16 7.0
Very good 55 41.7 65 28.4
Excellent 67 50.8 87 38.0
Not provided an answer - - 61 26.6
TOTAL 132 100 229 100

3.2.1 Demographic structure of samples from theufgof Law of Pécs (PTE)

In terms of gender, the samples included 65.9%eafale students and 34.1% of male
students, out of which the greatest share refewestudents aged from 21 to 23 (59.8%)
whose study is fully financed by the competent [Bliryi (65.2%). The majority of surveyed
students were3year students (37.13%), followed bY-¢ear students (22.73%) anti-$ear
students (37.88%). Over a half of surveyed stud@&#$%) actively participate in more than
75% of classes while 50.8% of examinees are extedtedents.

3.2.2 Demographic structure of samples from theufgof Law of Osijek (PRAVOS)

As far as the sex of surveyed students is concethedsamples were constituted of74.2% of
female students and 25.8%o0f male students, outhadhn66.4% of students were aged from
18 to 20 whose studying is fully supported by tbenpetent Ministry (76.4%). The surveyed

students mostly represented the first year of si{@@68%). The rest of them were on the
second (27.51%) and the third year of study (30)5™®¥er a half of examinees (63.3%)

actively participate in more than 75% of classed are (66.4% of examinees) either very
good (28.4) or excellent students (38%).

Such results, taking samples from both facultige tonsideration, were expected since at
both faculties students study in compliance witquieements of the highly proclaimed
Bologna process which emerged as a European neetv¥elopment of a knowledge-based
society and econoni§ After introducing the sample characteristics, asialyf the results of
the survey of the students’ perception of educatiservice quality was conducted in order to
detect improvement possibilities and provide gurge for achieving excellence by realizing
the existing conditions at the respective insiotogi.

4. Survey results

Most developed European countries regularly perfgystematic evaluation of institutions of
higher education and their programmes as to asmutleimprove the service quality. The
evaluation procedure consists of internal and eatessessment, both including a document
preparation phase in which results are elaboratedirgegrated into a proposal for possible
improvements. Internal assessment is carried ow@nbistitution of higher education and is
made up of continuous mechanisms of quality momgormonitoring and control of all
processes of higher education, evaluation by stsdemd periodic preparation of a
standardized report with respect to a certain peoibtime’ The backbone of this survey is

vavra, op.cit.n.13, at p.121.
15 5.Schwarz, F.Westerheijden, Accreditation and Eation in the European Higher Education Area, Highe
Education Dinamics, Vol 5, Springer, 2007., pp.143.
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internal assessment of the current conditionseaftculty of Law of Pécs and at the Faculty
of Law of Osijek in order to identify possibilitiger raising the level of educational service
quality. The following chapter offers separate gsial of the conditions at the referring

institutions.

4.1 Analysis of the conditions at the Faculty oivlat Pécs (PTE)

By means of a measuring tool called KVALIMETAR, theidents’ perception of education
quality was surveyed. The survey included five &y defined areasa@ministrative staff,
teaching staff, reputation, rooms and equipmentricuium and teaching plansimage 1
shows the students’ perception (using a 1 to Se¥adleach area posted as an average grade.
The grades range from 3.56 to 4.48, which cleanlgits great satisfaction in all layers of
educational service. Detailed analysis of every avél be presented by a network diagram
by means of which one can detect areas requirimgawement for the purpose of achieving
better results in general.

Imagel Student satisfaction with particular aredshe KVALIMETAR measuring instrument

ROOMS AND EQUIPMENT

REPUTATION

CURRICULUMS AND TEACHING
PLANS

TEACHING STAFF

00000

[ ADMINISTRATIVE STAFF

In terms of the University of Pécs, the best gradese given to the areaquipment and
rooms (4.49. Students were satisfied with the classrooms taagdhing equipment to the
greatest extent. The detailed analysis has revethlat senior students {4and %-year
students) have a higher GPA (<4.0) and that thesndtclasses more regularly (<75%).
Somewhat lower grades were given to the aeghministrative staff” (3.56) It has been
ascertained that these grades were given by jutigtents (¥-year students) who do not
attend classes regularly (> 25%) and have a loweA &>2.5).The below diagrams show
grades given to every area with respect to theadivgrade

Image 2 Results of the students’ perception oatba rooms and equipment

e%uipment

IT classrooms rooms

e ROOMS AND EQUIPMENT

== average satisfaction
lightening and

classrooms for study cleanness

literature

The average grade of the area "'rooms and equipmratints to 4.48. Students were pleased
with all the factors of this area: available rocamsl literature needed for studying, cleanliness
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of classrooms and appropriate teaching equipmetit. tife factors of this area are
concentrated around the area average, which mbanshey should all be treated with due
importance.

Image 3 Results of the students’ perception oatba reputation

Image

4

e REPUTATION
== gverage satisfaction

knowledge

transfer personnel

The area “reputation” has an average grade of #da. great extent, students were satisfied
with the faculty as a whole and with the properbalified and professional teaching staff.

Their satisfaction was a littler lesser with redgedransfer of acquired knowledge and skills
to the labour market, which represents a field tie#ds improvement in order to raise the
overall level of the quality of the area.

Image 4 Results of the students’ perception oatba curriculums and teaching plans

clear goaés and guidelines

4

compatibility standard program @ CURRICULUMS AND
TEACHING PLANS

== average satisfaction

different types of programs

The average grade of the area “curriculums andhiiegplans™ totals 3.96. Students supported
the goals and guidelines harmonized with the coaosgents which were comprehensible to
both students and teachers. All the elements istopreare within the average, which implies
that there are no critical points and that all thetors deserve equal attention. One of the
fundamental indicators of the successfulness oinatitution of higher education refers to
curriculums and accompanying teaching staff.

Curriculums have the role of a frame within whictudents have an opportunity to
accomplish a certain level of education, so itttenly important to be in touch with student
small talks and with their needs and wishes siheg aire the ones who are familiar with the
curriculum and teaching staff.

Image 5 Results of the students’ perception oatba teaching staff

en5thusiasm

16 . consu‘tations i motivat(ijqn . .
D. ReesEvidence Based Quality AssurapgeNew Paradigm for Higher Education, VDM Verlag Buller,

Saarbrucken 2011, p.43.

empathy understanding

communication tools in teaching

availability regularity
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The area “teaching staff” was awarded an averaggegof 3.63. Concerning this area,
students found the following factors the most $gtig of all: teaching enthusiasm, friendly
attitude during office hours of professors, motivatof teaching staff for transferring the
course contents, competence and qualificationsawthing staff, proper communication skills
enabling transfer of knowledge in a clear and ustdedable fashion, regular schedule of
classes. The grading of students’ performance labilily and accountability are below the
average grade and should be considered as cpbaats that require significant improvement
in the future whereas the tendencies relating mdgmwmprehension of knowledge transfer,
utilization of teaching tools and regular schedodeclasses exceed the above average and
hence should be maintained.

Image 6 Results of the students’ perception oatba administrative staff

availabilit
5 y
timeliness 4 correctness
accuracy professionalism
promptness information ADMINISTRATIVE ..

= gverage satisfaction

The area “administrative staff” was awarded anameegrade of 3.56. Students were least
satisfied with untimely dealing with their applicats and requests and with the slow service-
providing process. The availability, decent treatmereciseness and competence of the
administrative staff exceed the above average apresent a competitive advantage which
should be maintained because these factors raigelavel of the entire area. The
administrative staff should work on promptness timeliness.

4.1.1 Concluding considerations regards the Facaftiaw of Pécs

The students’ perceptions of five areas have bemmtfgied by means of a measuring tool
called KVALIMETAR and accompanying analysis. It Hasen concluded that the Faculty of
Law of Pécs manages with rooms most appropriatglypped for teaching and available
literature necessary for exam preparation. One h&f tundamental indicators of the
successfulness of an institution of higher eduaatigfers to high quality curriculums and
accompanying teaching staff. Curriculums have thle of a frame within which students
have an opportunity to accomplish a certain le¥edducation, so it is utterly important to be
in touch with student small talks and with theieds and wishes since they are the ones who
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are familiar with the curriculum and teaching stdfSince teaching staff is expected to
motivate students, guide their study and encourdogér educational and professional
development, it is vital to evaluate the studemtsiformance objectively and define the
grading system precisely. As quality managemerdarnsong other things, aimed at education
of an individual and development of a social comityjuwhere at various approaches to
quality reflect various approaches to educatioalfitsvhich finally results in desired quality,
one can say that, based on the conducted suruslerds of the Faculty of Law of Pécs were
impressed to the greatest extent by the extriraices of their faculty.

Extrinsic quality caters for requirements of thecisty regarding higher education, on the
occasion of which these requirements are modiftggbther with social changes occurring
within a certain period of time. This quality reda to the capabilities of an institution of
highl%r education to respond to flexible needs ef sbciety which the institution interacts
with™".

4.2 Analysis of the conditions at the Faculty ofvlaf Osijek

By means of a measuring tool called KVALIMETAR, tsieident satisfaction with education
quality was surveyed. The survey included five @@y defined areasa@iministrative staff,
teaching staff, reputation, rooms and equipmentricuium and teaching plansImage 7
shows the students’ perception (using a 1 to Seyadleach area posted as an average grade.
The grades range from 2.73 to 3.69.

7' C. ChakrapaniHow to measure Service Quality and Customer satisfa American Marketing Association,
Chicago, Illinois, 1998., p.59.

18 5.J.Arcaro, Quality in Education, An implementatiandbook, Florida, 2005., str. 15.; V. ZidariThe
European dimension in education - its origin, depaient and current state, Social Research 21, 19968.
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Image 7 Student satisfaction with particular aredshe KVALIMETAR measuring
instrument

TEACHING STAFF

CURRICULUMS AND TEACHING
PLANS

REPUTATION

ADMINISTRATIVE STAFF

00000

[ ROOMS AND EQUIPMENT

Students of the Faculty of Law of Osijek were miogpressed with the quality of teaching
staff (average=3.69), they also awarded good graaldse competence and qualifications of
the teaching staff, proper communication skillskding transfer of knowledge in a clear and
understandable fashion, regular schedule of claasdsavailability and friendly attitude
during office hours of professors. Unexpectedlydsents were very satisfied with the area
“scientific and teaching plans and curriculum&verage=3.60) since it is this area that
represents the frame within which students havepgortunity to accomplish a certain level
of education. As far as the areaputation is concerned (average=3.51), students seem to be
pleased with the faculty as a whole and with thepprly qualified and professional teaching
staff as well as with appropriate rooms and equignmecessary for teachinggoms and
equipment average=3.47). Students were least happy wélattailability and promptness of
the administrative staff(average=2.73).

Detailed analysis of every area specified by a nméag tool called KVALIMETAR will be
presented by a network diagram by means of whice oan detect areas requiring
improvement for the purpose of achieving betteultssn general.

Image 8 Results of the students’ perception oatba teaching staff

ensthusiasm
consultations motivation

empathy understanding

communication tools in teaching

The area “teaching staff” was % averaape gof 3.69. The results indicate both
above and below averagebifieids. ™TE Tormeesghoaldnhintained _ans supabsiEn nput in

order to strengthen the imageingf theregntisaivaredewthe latter=sheulg shefaadditionally

supported. Students were satisfied with the follmniactors: transfer of knowledge in a clear
and understandable fashion, regular schedule etetaand friendly attitude of the teaching
staff. Since teaching staff is expected to motivatelents, provide guidance through their
study and encourage their educational and profegkdevelopment, it is vital to evaluate the

students’ performance objectively and define traaligy system precisely.

Image 9 Results of the students’ perception iratka curriculums and teaching plans

19 C. Chakrapani, op.cit., n.17., at p.&B6r goals and guidelines
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The area “curriculums and teaching plans™ has arage grade of 3.60. Student satisfaction
refers to goals and guidelines harmonized withcthrse contents intended for advancement
of students. The results are within the averagé;iwimeans that the Faculty of Law of Osijek

should try to maintain this level and to cater foreseeable outcome of its programmes. It
appears that the teaching staffs are willing angllke of running classes and providing

appertaining assistance in studying in order tdifaie accomplishment of these goals by the
students.

Image 10 Results of the students’ perception oatba reputation

professional image
5

4
3 e REPUTATION
e gverage satisfaction

knowledge transfer personnel

This area is characterized by an average grade5df $tudents were happy with all the
elements of this area and their satisfaction ia\@rage one.
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Image 11 Results of the students’ perception oatba rooms and equipment
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The area “rooms and equipment” was awarded angevgrade of 3.47.Although the status of
this area is satisfying, there is still room for pimvements, particularly considering
informatization of the entire administrative staffhich is rather obvious in the enrolment
period, modernization of equipment necessary fgh hjuality teaching and assurance of
resources which are to provide students with assist when studying. This area and the area
“administrative staff” should be firmly linked withe area “reputation™. That will stimulate
development of culture, which will then encouragef@ssors to be in touch with the public
and become, in a way, spokesmen of their institudanouncing the latest, impartial and
objective information.

Image 12 Results of the students’ perception oatba administrative staff

availability
5
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accuracy professionalism
e ADMINISTRATIVE STAFF
promptness information e gverage satisfaction

The area "administrative staff” was graded 2.73d&tits were pleased with the timeliness and
accuracy of services while they object to studesattment and to the competence of the
administrative staff. Features such as availabilpyomptness and access to relevant
information correspond to the average.

4.2.1 Concluding considerations regards the Facaftizaw of Osijek

The Bologna process has emerged as a Europearianekzielopment of a knowledge-based
society and economy. In Croatia, it does not represnly an inevitable consequence of
harmonization with EU standards but also an appateframework for commencement with
necessary reforms, so that the Croatian societidagfticiently transform into a knowledge-
based societ$® The quality management system is based on théitljabf integral parts
(faculties) of the University for the quality of @chtion offered to students who represent its
essence, i.e. central interest of the Faculty. #ssi@nce of quality within a higher education
system is a continuous process which facilitategtmg the respective standards, every

20|, Mencer, Quality Management at Croatian univisiin efforts involving the European Space of ltig
Education, Proceedings of the 11th Internationah®ysium on Quality "QUALITY, COMPETITIVENESS
AND SUSTAINABILITY, March 18.-19, 2010., p.135.
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integral part of the University has a chance taeehimpressive results and implement high
quality programmes by applying defined standardsgndelines. This survey has shown that
students are very pleased with those elements alo@s/that come from the heart of higher
education and are referred to as intrinsic values.

Intrinsic quality is oriented towards studying ageheration of knowledge and represents the
foundation of the academic community whereat toim@munity can be seen as the guard of
intrinsic quality**

5. Conclusion

Every quality assurance system reflects a natigystem of higher education and a local
social framework within which institutions of higheducation operate. Nevertheless, the
emergence of the European system of higher educ&ioropean labour market, an
increasing level of student and professor mobilityjncreasing number of institutions and
globalizationof educatiof? have all made quality assurance relevant at thegean level as
well. Therefore, European standards of higher atluthave been established and these have
to be applied in all the Bologna process signasorie

Many countries and interested parties considerityuedsurance one of the foundations of the
Bologna process. It is not only a matter of asstedout also a way of improving quality.
Quality assurance has never been experienced mx@sp which needs to be identical in all
the European countries. On the contrary, one hsmmpted to increase the level of
cooperation within this process. Mutual trust isstof vital importance for the procéds

The liability and initiative for reaching and enltament of higher education quality primarily
belong to the scope of the Universities’ tasks Whghould, based on general methodological
patterns of qualitative and quantitative surveysl avaluations, develop own models
accommodated to the specific needs of the achideedlopment. Since successful quality
management in higher education implies findings tba current condition which can
contribute to detection of problems at a certainmant, it came to a need for survey of the
students’ perception of higher education qualitthattwo Universities: the Faculty of Law of
Pécs (n=133) and the Faculty of Law of Osijek @8)2 The survey was conducted by means
of a measuring tool called KVALIMETAR. Quality magement requires monitoring of
guality over the time for each faculty. As the diyah paper is measured by perception of the
students, main objective is not comparison betwieem but ensuring quality control for each
faculty.

6. Recommendations for improvement

The phase of self-analysis requires inclusion dftwdent representative into the Quality
Assurance Council as to enable students to be gwdwvith first-hand information on the

activities and goals that should be accomplishéeé. implementation of the analysis needs to
involve particular parameters which might appeageaity indicators at a faculty and refer to
the ways how the faculty intends to accomplishgtals and assure the quality of the
education process. It is essential to systemaficallse the level of awareness of the

215 J.Arcaro, op.cit., n.18. at p. 123.

223, Lelas, Rethinking science: Croatian Philoscgh®ociety, Zagreb, 1990., str. 24.; Dew, R.,J.arg),
M.,Mc., Continuous Quality Improvement in Higherugdtion, American Council on Education, USA, 2004.,
81.

% p. Nightingale, Oneil, M., Achiving Quality Leang in Higher Education, Kogan Page, London,
Philadelphia, 2007., p. 94.
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importance and role of quality assurance, acceptiag a permanent process which entails
regular efforts of all the providers of the teachand research process. One should also shape
an approach in which every person would have their active role in every activity whereas
quality assurance would be their collective taskanklgements of faculties within the
Universities should be focused on quality polices a management and improvement
instrument. When setting out quality policies, thanagements should analyze the following
issues: desired and anticipated level of studdrgfaetion and satisfaction of other interested
parties, level and type of future improvement nsags for a particular faculty. Then, one
needs to prepare well-organized and regular imphiatien of self-analysis at all faculties
within the Universities by means of KVALIMETAR as avaluation method which will warn
about positive and negative sides of the educgtioness.

People are an inevitable segment of quality. Omgplly motivated and educated employees
who take advantage of the most contemporary teogred can reach the highest level of
quality. If the human factor is neglected, thenrgweffort put into improvement of quality
will be doomed to fail. Taking care of employed®it knowledge, creativity and expertise
are of great importance in this context. Therefopgality management tasks are gradually
becoming a regular and mandatory university agtivit
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