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ABSTRACT 

The internationalisation of higher education is a worldwide phenomenon that has been 

deeply studied for the past few decades in the context of the globalisation of the societies 

and the role of higher education in that process. 

The focus of this Doctoral Thesis is on the internationalisation of higher education on the 

European Union countries and specifically on the formal and informal support services 

provided for international students by universities, with a view to studying the needs that 

international students might have when they go abroad. Thus, the main research objective 

of the dissertation is to identify international students’ needs when they go abroad in 

relation to service provision, to identify the stakeholders involved in this process and to 

analyse students’ satisfaction with their stay abroad.  

Universities offer a wide range of support services to satisfy the needs of students. 

However, the provision of services to international students in particular has not been 

deeply analysed in relation to the points of view of all implied stakeholders.  This 

dissertation comprises a reflection on support services that universities provide for 

international students by dividing them into three types and by offering an inventory of 

these services.  

As such, this Doctoral Thesis fills a gap in the knowledge by providing integrated findings 

through (1) international students’ needs from the point of view of staff members, 

international students and student volunteers; (2) the role of student associations in 

providing integration on campus; and (3) the provision of services and their relation to 

international students’ satisfaction. It is relevant to understand how services work 

internally in European universities and compare them with other international contexts. 
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A mixed-method design was used for the analysis of the data by using an inductive 

approach. Three research methodologies and sets of data were used. First of all, 

probabilistic topic modelling algorithms were used, with data coming from a large 

database from the platform STeXX owned by the company Studyportals (containing more 

than 73,000 reviews) on which international students expressed their opinion of their stay 

abroad in relation to a series of services. Secondly, statistical analyses were conducted in 

order to analyse quantitative data from international students who have been abroad and 

replied to the ESNsurvey 2016 questionnaire on The International-friendliness of 

universities. The survey team selected a set of variables in relation to which international 

students disclosed the major problem areas with host university support services. Thirdly, 

focus groups were assembled to collect the perceptions of the three main stakeholder 

groups identified within two higher education institutions, Universidad Autónoma de 

Madrid (Madrid, Spain) and Università Cattolica del Sacro Cuore (Milan, Italy) in 

relation to service provision and international students’ experiences: staff members, 

student associations’ volunteers and international students. 

The results are presented over two chapters, together with an explanation of the data used 

and a short introduction to the method used in each case. The first one covers  

International Students’ Experience, in particular the services required and needs that 

international students have when they go abroad, while simultaneously comparing them 

for different levels of study (bachelor and master), and type of mobility (credit and degree 

mobility). The second one comprises the results relating to Perceptions of service 

provision and satisfaction with stay abroad, in particular the role of student associations 

in the provision of services for international students and general findings on international 

students’ satisfaction with the most needed services. 
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This study concludes with a set of recommendations on formal and informal support 

services that universities can offer and a new model of the International Student Lifecycle.  

Finally, the results are presented in a condensed format together with limitations and 

recommendations for further research.  
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RESUMEN  

La internacionalización de la educación superior es un fenómeno mundial que se ha 

estudiado en profundidad como concepto en las últimas décadas dentro del contexto de 

la globalización de la sociedad y del papel de la educación superior en ese proceso. 

Este doctorado se centra en la internacionalización de la educación superior en los países 

de la Unión Europa y concretamente en los servicios de apoyo formal e informal para 

estudiantes universitarios internacionales, con el fin de investigar las necesidades que 

puedan tener cuando viajan a estudiar al extranjero. Por tanto, el principal objetivo de 

investigación de la Tesis Doctoral es identificar las necesidades de los estudiantes 

internacionales cuando estudian en el extranjero, en relación con la prestación de 

servicios, así como identificar a los actores que participan en este proceso y analizar la 

satisfacción de los estudiantes durante su estancia en el extranjero. 

Las universidades ofrecen un abanico de servicios de apoyo pata satisfacer las 

necesidades de los estudiantes. Durante la investigación, he concluido que esta parte 

específica de la internacionalización de la educación superior que está relacionada con la 

prestación de servicios en las universidades, no ha sido analizada en profundidad por parte 

de todos los actores implicados.  Por consiguiente, esta Tesis Doctoral se centra en los 

servicios de apoyo que las universidades prestan a los estudiantes internacionales, 

clasificándolos en tres grupos y ofreciendo una relación de servicios de apoyo. 

En este sentido, este Estudio Doctoral cubre esta laguna de conocimiento aportando 

resultados integrados a través del análisis de (1) las necesidades de los estudiantes 

internacionales, desde el punto de vista de miembros de la universidad, estudiantes 

internacionales y estudiantes voluntarios; (2) el papel de las asociaciones de estudiantes 

a la hora de facilitar la integración en el campus; y (3) la prestación de servicios y su 
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relación con la satisfacción de los estudiantes internacionales. Es importante entender 

cómo funcionan los servicios internamente en las universidades europeas y compararlos 

con otros contextos internacionales. 

Se utilizará una metodología mixta para el análisis de datos empleando una aproximación  

inductiva. Se utilizan tres metodologías diferentes de investigación y de conjuntos de 

datos. Primero, modelado probabilístico de tópicos con datos extraídos de la extensa base 

de datos de la plataforma STeXX propiedad de la compañía Studyportals (que contiene 

más de 73.000 comentarios) donde los estudiantes internacionales han expresado su 

opinión sobre una serie de servicios a los que han accedido durante su estancia en el 

extranjero. Segundo, análisis estadísticos para analizar datos cuantitativos de estudiantes 

internacionales que han estado en el extranjero y que respondieron a la encuesta 

ESNsurvey 2016 sobre The International-friendliness of universities. El equipo de la 

encuesta seleccionó un conjunto de variables donde los estudiantes internacionales 

revelan las áreas más problemáticas con los servicios de apoyo de la universidad de 

acogida. En tercer lugar, aparecen los grupos de discusión para recopilar la percepción de 

los tres actores principales que se han identificado en dos de las instituciones de educación 

superior que se han analizado en profundidad, Universidad Autónoma de Madrid 

(Madrid, España) y Università Cattolica del Sacro Cuore (Milán, Italia) en relación a la 

prestación de servicios y la experiencia de los estudiantes internacionales: miembros de 

la universidad, voluntarios de las asociaciones de estudiantes y estudiantes 

internacionales. 

Los resultados se presentan en dos capítulos que abarcan todos los temas propuestos, así 

como una explicación de los datos utilizados y una pequeña introducción sobre el método 

realizado en cada caso. Una parte se centra en la Experiencia del Estudiante 

Internacional, hace hincapié en los servicios y necesidades que los estudiantes 
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internacionales tienen cuando viajan al extranjero y se compara el nivel de estudio (grado 

y master) y el tipo de movilidad (movilidad de crédito o de grado). La otra parte, sobre la 

Percepción de la prestación de servicios y la satisfacción con la estancia en el extranjero, 

se centra en el papel de las asociaciones de estudiantes en la prestación de servicios para 

estudiantes internacionales, y la satisfacción general de los estudiantes internacionales 

con los servicios más demandados. Este estudio concluye con resultados relevantes tras 

analizar todos los datos, junto con recomendaciones que las universidades podrían 

adoptar en la prestación de los servicios de apoyo formal e informal que ofrecen, y un 

nuevo modelo en el Ciclo de Vida del Estudiante Internacional. 

Finalmente, el Estudio Doctoral concluye con los resultados presentados de forma 

condensada, recomendaciones, limitaciones y varias propuestas de estudios para el futuro. 
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INTRODUCTION 

In Europe the phenomenon of internationalised education has become increasingly 

important, not only on the agenda of the European Commission and national 

governments, but also to institutions of higher education and their representative bodies, 

student organisations and accreditation agencies (De Wit, 2010).  

Due to the growing number of mobile students, the role of international student support 

services is becoming an important driver in the internationalisation strategies of 

universities. The provision of quality services is one of the means used to implement the 

intentional process of integrating an international, intercultural or global dimension into 

the purpose, functions and delivery of post-secondary education (European Parliament 

Study, 2015). In fact, the aim of this intentional process is “to enhance the quality of 

education and research for all students and staff members and to make a meaningful 

contribution to society” (European Parliament Study, 2015, p. 33). 

During the course of studying internationalisation, the meaning of the term has undergone 

changes in relation to changing rationales. Therefore, definitions have changed in 

response to the changing environment and theoretical reasoning also boosts a 

convergence of the meanings attached to the concept. For instance, during the last 16 

years we have seen a huge increase in the number of students enrolling to study outside 

their home countries.  Recent data indicate that, in global terms, the number of students 

enrolled in tertiary education outside their countries of citizenship increased more than 

threefold, from 1.3 million in 1990 to nearly 5 million in 2015 (OECD, 2015). There is 

no doubt that mobile numbers increase yearly and that students are showing an increasing 

interest in studying abroad. Indeed, student mobility flow occupies an important position 

in the field of the internationalisation of higher education, not only in Europe, but around 



32 

the world. I focus this Doctoral Thesis specifically on the formal and informal support 

services provided for international students by universities. 

One has to keep in mind, though, that there are different types of mobile students and 

study programmes abroad. In order to develop a rigorous analysis of the phenomenon in 

scientific terms, a differentiation needs to be made between the main types of mobility 

involved, namely degree-seeking students and credit-mobility students. According to De 

Wit (2012), the first one refers to those students who move from one country to another 

for a full degree, while credit mobility refers to students who spend a period of their study 

in another country and transfer their earned credits to their home degree.  

In this Doctoral Thesis, I focus on the second type of mobility, credit-mobility students, 

and specifically on internationalisation on the European Union countries, for both 

practical and theoretical reasons. The theoretical reasons relate to the long history of 

international student mobility and cooperation agreements in Europe. The practical 

reasons include data accessibility and personal interest. I have been coordinating mobility 

programmes in Spain under the ERASMUS programme and I have been actively involved 

in its administration for eight years. I also participated in European credit mobility myself 

years ago. Moreover, data accessibility has been extremely important as I have been part 

of the ESNsurvey 2016 team, developing the questionnaire, collecting data and, at a later 

stage, analysing the data for dissemination. Another source of data was made available 

thanks to some international colleagues who facilitated my access to the company 

Studyportals, which offers an online platform for international students to get informed 

about university choices around the world. Indeed, they have a portal called STeXX, 

where students can review their international experience by commenting on several 

support services offered by institutions. Finally, as will be explained in the methodology 

chapter, I carried out a series of focus groups at two European universities (one in Spain 
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and other one in Italy). The rationale behind this choice was the strong relation between 

the two countries in southern Europe in terms of mobility numbers (mainly credit-

mobility students) and because both institutions are in the top five countries that exchange 

international students. 

Europe is known for offering programmes under the ERASMUS umbrella, which entails 

a period of study abroad as credit-mobility students. I consequently target host university 

support services for mobile students who have been abroad for a period of their studies 

to earn credits as a part of their curriculum at home.  

The focus of my Doctoral Study is specifically on internationalisation in the European 

Union countries, because the sample for this study reflects mostly data from ERASMUS 

students and therefore credit-mobility students; more concretely, it is on international 

students and their needs when they go abroad. Thus, the main research objective of the 

dissertation is to identify international students’ needs when they go abroad in relation to 

service provision, to identify the stakeholders involved in this process and to analyse 

student satisfaction with their stay abroad. However, as noted above, the provision of 

service at universities specifically to international students has not been deeply analysed 

from the point of view of all stakeholders. I think that it is relevant to understand how 

formal and informal support services for international students function and are organised 

in European universities and to compare them with other international contexts in order 

to offer a satisfactory international student exchange experience. 

According to me, to improve support services and integration activities by and for the 

staff, faculty and students will increase the internationalisation of the campus and, 

moreover, enhance their quality of education and research, as well as the reputation and 

attractiveness of the university. Therefore, host university support services can be a key 

factor in attracting and retaining international and domestic students. It is advisable for 
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institutions of higher education to adapt student services and programming to meet 

international students’ expectations (ACE, 2016), that is, to not only create a global and 

international campus, but to offer an inclusive environment that meets the needs of 

international students, not only academically but also culturally and personally. 

Internationalisation is an ongoing process that it is influenced by several factors that affect 

the environment of universities. Thus university managements need to be aware of 

international trends and to keep university strategies up-to-date and active. In fact, history 

tells us that changes in the environment play an extremely important role in the process 

of internationalisation of higher education in the global scenario (De Wit & Merkx, 2012). 

Globalisation and internationalisation have a complex relationship, as will be shown in 

Chapter 1. However, for university bodies, international student mobility plays an 

important role in relation to both phenomena. International student flows generate a large 

cross-border market, as well as a set of transformations in both host and home universities 

and countries. Given that internationalisation means much more than having international 

students and English-taught programmes, there are new models to attract and retain 

students that are influenced by the changing nature of the growth and external factors 

(Choudaha & De Wit, 2014). Examples are the creation of MOOCs (Massive Open 

Online Course) and online learning programmes, or the use of external services such as 

agents or recruiters to attract students. Universities are keen to be in the “first league” by 

appearing in the top rankings or being counted among the world-class universities. 

Internationalisation for these purposes is driven by indicators such as counting the number 

of international students and faculty (Salmi, 2009). Moreover, it is not difficult to observe 

that their indicators focus heavily on quality of education, research output, prestige, 

impact and internationalisation (Salmi, 2009). World-class universities are commonly 

referred to as the most prestigious research universities, which is essential in developing 
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a nation’s competitiveness in the global knowledge economy (Wang, Cheng & Cai Liu, 

2012), even though there is not a common agreement on what it really means to be a 

world-class university. Indeed, Altbach (2004) states that one does not know what it is 

and how to acquire this status.  Nevertheless, in the past decade, the development of 

world-class universities has been high on the policy agenda of various stakeholders across 

the globe (Altbach & Balán, 2007; Huisman, 2008), leading to the revision of universities’ 

strategies and even, in some cases, creating new strategies in which internationalisation 

plays an important role.  

I identify an educational competition context in which universities need to adapt to the 

environment or will have problems competing locally, nationally and internationally. One 

competitive factor for universities to attract and retain students is to be able to provide 

host university support services for all students to enhance their experience. This factor 

cannot only increase the university competitiveness among other institutions but also the 

university’s reputation. The nature of mobility has changed and international students 

take into account, more than before, push and pull factors that influence their mobile 

period. As Choudaha et al. (2012, p. 1) said: “Not all students are the same”. In relation 

to that, I add that “not all students have the same needs” because different push and pull 

factors influence their decisions during the mobility process. Global trends and pressures 

might affect the way that higher education institutions are acting and executing their 

internationalisation policies and strategies and therefore their provision of services for 

students. Moreover, the approach to internationalisation is shifting from being marginal 

to mainstream, from focusing mainly on the exchange of students and staff to a broader 

range of activities in and outside the campus, and from being located exclusively in 

“international offices” to becoming a more integral part of university strategy and greater 

stakeholder involvement (European Parliament Study, 2015). It has become a mainstream 
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phenomenon in an increasingly large set of countries. Indeed, some of them (the U.S., 

Australia and the U.K, for instance) attract a huge number of international students, with 

significant effects on the educational, cultural, social and economic spheres. In this sense, 

I recognise three global trends in the internationalisation of higher education institutions 

in relation to this Doctoral Study: (1) an increasing global trend of mobility numbers and 

programmes, (2) the call for a better provision of host university support services to 

enhance international students’ experience, and (3) a collaborative and inclusive approach 

to integrate into the university strategies the concerns of all stakeholders (staff, faculty 

and students) at higher education institutions by offering formal and informal support 

services. 

Thus the aim of the dissertation is to reflect on services that universities provide for 

international students. A division of services, as well as an inventory of support services, 

is explained and graphically represented to better understand how services can be key for 

students, focusing mainly on the internationalisation of universities and, in this case, 

international students and their perception of needs when they go abroad.  

As previously stated, the role of international student support services is an important 

driver in the internationalisation process of a university. Hence, it is necessary to delve 

into a barely discussed and researched topic within the European context. Due to the lack 

of research and knowledge in this specific area, I aim to pose a research scenario with 

resultant findings on support services, international students’ needs and international 

student’s satisfaction. The findings will shed light on a new research field and provide 

reflections for higher education policymakers and stakeholders involved in higher 

education.  

This Doctoral Study consequently fills a gap in the knowledge about the subject of student 

support services by providing integrated findings through analysing (1) international 
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students’ needs from the point of view of staff members, international students and 

student volunteers; (2) the role of student associations in providing integration on campus; 

and (3) the provision of services and their relation to international students’ satisfaction.  

A series of research questions have been formulated. These are:  

(RQ1) What are the needs of international students when they go abroad? 

(RQ2) Do student associations play a role in service provision and campus the integration 

of international students?   

(RQ3) How does the provision of services impact student satisfaction? 

To answer the aforementioned research questions, this Doctoral Thesis has the following 

structure. 

Overview of Doctoral Study 

Chapter 1 comprises the literature review and the theoretical framework of the 

dissertation. In section 1.1 the focus is on the definition of the term “internationalisation” 

as a concept and its history. I explain the components and rationales behind the concept 

and some misconceptions in relation to the research aim of this dissertation. I also review 

the internationalisation cycle and various strategies and benefits for the institutions. In 

the next section, which it is divided into three parts, I deal with international students. In 

the first part the definition and typology of international student is discussed. In the 

second part attention is given to the factors that influence student mobility. In the last part 

the focus is on the International Student Lifecycle. In section 1.3 the literature on support 

services for international students is outlined, first with a focus on trends. Later, an 

inventory of services that universities could provide is explained. Next I present a 

collection of different tools to measure international student satisfaction and a list of 

organisations around the world that offer support services for international students. 
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In Chapter 2, I present the methodology. The central research questions are explained in 

this chapter, together with the data collection and sample. A mixed-method design was 

used for the analysis of the data. Three research methodologies and sets of data were used: 

Firstly, a probabilistic topic modelling algorithms with data coming from a large database 

(containing more than 73,000 reviews) gathered by the company Studyportals. Secondly, 

statistical analyses in order to analyse quantitative data from international students that 

have been abroad and replied to the ESNsurvey 2016 (a survey developed and 

disseminated by the student volunteer organisation Erasmus Student Network) 

questionnaire on The International-friendliness of universities. A set of variables are 

selected to enable international students to disclose the major problem areas with host 

university support services. Thirdly, focus groups to collect the perception of three main 

stakeholders identified within higher education institutions in relation to service provision 

and international students experience: staff members, student associations’ volunteers and 

international students. 

In Chapter 3, titled International Student Experience, the findings regarding the services 

and needs that international students have when they go abroad are compared in relation 

to differing levels of study (bachelor and master), type of mobility (credit and degree 

mobility). The push and pull factors related to international students’ needs are indicated 

by representing them in an ongoing International Student Lifecycle, where several factors 

are key. The aim of this chapter is to answer RQ1: What are the needs of international 

students when they go abroad? 

In Chapter 4, titled Perceptions on service provision and satisfaction with stay abroad, 

the role of student associations in the provision of services for international students and 

general findings on international students’ satisfaction with most demanded services are 

described. In this I answer RQ2: Do student associations play a role in service provision 
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and campus integration of international students?; and RQ3: How does the provision of 

services impact student satisfaction? 

I conclude with Chapter 5, in which the most relevant findings of the dissertation are 

presented after analysing the research questions and sub-questions. At the end of the 

conclusions, I provide a set of recommendations on formal and informal support services 

that universities can offer, as well as a new proposed model of the International Student 

Lifecycle containing two more stages and a new dimension in the Internationalisation 

cycle of universities (2012). And a collaborative dimension for the internationalisation 

cycle is provided.  

The last part of the Doctoral Study contains conclusions and references for each chapter 

and it is followed by several annexes and important documents for the completion of the 

dissertation. 

Each chapter contains an introductory paragraph as well as a summary at the end in order 

to orient the reader to its relevance to the whole document. 
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CHAPTER 1: LITERATURE REVIEW AND THEORETICAL 

FRAMEWORK 

PART 1: INTERNATIONALISATION IN A NUTSHELL 

1.1 Internationalisation in a nutshell 

Universities had always had an international dimension, either in with respect to the 

concept of universal knowledge and related research, or in the movement of students and 

scholars (European Parliament Study, 2015, p. 41).  In fact, Altbach (1998, p. 347) 

identifies the university as the one institution that has always been global. However, over 

the last 30 years internationalisation in European higher education has developed from 

being a marginal point of interest to a central factor (De Wit, 2011). Indeed, what it is 

now term the “internationalisation of higher education” is a phenomenon that has 

emerged over the last 30 years, but its roots lie in several manifestations of increased 

international orientation from the previous centuries (De Wit & Hunter, 2015). This 

educational phenomenon in Europe has become more important, not only on the agenda 

of European Commission and national governments, but also to institutions of higher 

education and their representative bodies, student organisations and accreditation 

agencies (De Wit, 2010).  

Before describing the term internationalisation and its relationship with globalisation, I 

shall provide a brief historical perspective of the term, because it has been widely used 

and differently defined by various authors over the years.  

The drive to establish a coordinated and regulated system of international cooperation 

among higher education institutions started before World War II, when some higher 

education institutions started to establish cooperation and exchange programmes (De Wit, 

2002). Indeed, some institutions were established for the primary purpose of promoting 
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cooperation and mobility opportunities between countries. Good examples of this are the 

Institute of International Education (IIE) in the United States in 1919, the German 

Academic Exchange Service (DAAD) in 1925 and the British Council in 1934. These 

actions represented the start of a 100-year period in which international education was 

meant to facilitate greater cooperation among educationists. Notably, the focus of this 

cooperation was more on scholars than on students (De Wit, 2002). Shortly after World 

War II, two important institutions were also established: The United Nations Educational, 

Scientific and Cultural Organization (UNESCO) in 1945 and the Fulbright Program in 

1946. However, the European Community did not develop an active international higher 

education policy between the post-war period (European Parliament, 2015). Nevertheless, 

this began to change in the 1980s with the establishment of various development 

programmes to promote mobility exchange programmes and cooperation between 

countries. In particular, in 1987 the European Commission founded its flagship mobility 

programme, the European Region Action Scheme for the Mobility of University Students 

(ERASMUS), which promoted exchange programmes and cooperation between 

countries. In 2014, the ERASMUS+ programme was launched as a successor to the 

original ERASMUS programme by merging seven previously established programmes. 

Now it offers opportunities to a wide variety of individuals and organisations. One of the 

outstanding trends in the European higher education landscape under the ERASMUS 

programme is the increasing number of incoming and outgoing students through credit-

mobility programmes since its beginning. Indeed, one of the reasons for the big success 

of credit mobility in the European context is the creation and establishment of the 

ERASMUS programme. During the 1960s and 1970s, the international dimension was 

still marginal in Europe (De Wit, Ferencz, & Rumbley, 2013). Higher Education became 

part of the agenda of the European Commission in the 1970s (Teichler, 1996, p. 1), the 
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main goal was to promote mobility. The first major changes in mobility in the higher 

education area were orchestrated by differences in tuition fees, starting with the decision 

in the UK to introduce full-cost fees for foreign full-degree students (De Wit et al., 2013). 

In 1987 the main significant results were achieved in terms of cooperation and exchange 

within higher education in the European Union (De Wit & Merkx, 2012), thanks to the 

implementation of the ERASMUS programme. In 1989, the European Community 

Course Credits Transfer System (ECTS) was introduced with a common agreement to 

recognise credits from the host institution. 

In 2014 the ERASMUS + programme was launched as the successor of the ERASMUS 

programme, integrating other mobility schemes that were previously separate. This is the 

EU's programme to support education, training, youth and sport in Europe. Its budget of 

€14.7 billion provides opportunities for more than 4 million Europeans to study, train 

gain experience and volunteer abroad. According the information provided by the 

European Commission webpage on the ERASMUS + programme (2014-2020), the aim 

of the programme is to contribute to the Europe 2020 strategy for growth, jobs, social 

equity and inclusion, as well as the aims of the EU's strategic framework for education 

and training. ERASMUS+ also aims to promote the sustainable development of its 

partners in the field of higher education, and contribute to achieving the objectives of 

the EU Youth Strategy. 

During this period, in the European context, the international dimension of higher 

education came to be managed less by incidental and individual initiatives and began to 

be structured into organised activities, projects and programmes based on political 

rationale and driven more by national governments than by higher education itself (De 

Wit & Merkx, 2012). It was also at that time that internationalisation started to be seen as 

a process that affected the institutional strategies of universities.  

http://ec.europa.eu/europe2020/index_en.htm
http://ec.europa.eu/youth/policy/youth_strategy/index_en.htm
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The last 16 years have seen a huge increase in the number of students enrolling to study 

outside their home countries. The current figure is more than double the 2.1 million who 

went abroad in 2000 and more than triple that of 1990 (1.3 million) (OECD, 2015). It  has 

been seen the development of transnational education activities, such as branch campuses, 

franchise operations and distance education, as well as the establishment of the notion of 

internationalisation at home. Therefore, the internationalisation landscape of higher 

education is shifting regularly, with new trends taking hold for undetermined periods as 

a result of the globalisation of our societies and the increasing importance of knowledge 

in that process. In the next section the close relationship between globalisation and 

internationalisation will be explained and a deeper analysis of a series of definitions, 

strategies and trends, together with identified misconceptions and rationales, will be 

provided. 

 

1.1.1 Globalisation vs. Internationalisation 

Globalisation and internationalisation have a complex relationship but, for university 

bodies, international student mobility is related to both concepts. Student flows generate 

a large cross-border market, as well as a set of transformations in both host and home 

universities and countries. 

In the globalised knowledge economy the traditional role of the university is changing, 

due to – among other factors –neoliberal pressures (Olssen & Peters, 2005; Thornton, 

2009). As a consequence, universities look for new legitimisation (Rodriguez-Pomeda & 

Casani, 2016) that will facilitate their adaptation to the new knowledge economy 

(Trowler, 2001; Williams, 2007). Altbach (2013) considers that the word ‘globalisation’ 

comprehends the main forces that are shaping higher education within the knowledge 
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economy of this century. The changes that globalisation is imposing on higher education 

are described by Altbach, Reisberg, & Rumbley (2009, p. ii) as follows: 

We define globalisation as the reality shaped by an increasingly integrated world 

economy, new information and communications technology (ICT), the emergence of an 

international knowledge network, the role of the English language, and other forces 

beyond the control of academic institutions. Internationalisation is defined as the variety 

of policies and programs that universities and governments implement to respond to 

globalisation. These typically include sending students to study abroad, setting up a 

branch campus overseas, or engaging in some type of inter-institutional partnership. 

The impact of globalisation on higher education can constantly change the nature of 

internationalisation (De Wit, 2002b). The relationship between globalisation and 

internationalisation is more complex and more contested than it would appear to be at 

first sight (Dodds, 2008). Actually, some of the effects of globalisation on higher 

education have been widely accepted, particularly those related to the current status of 

access to information in the knowledge society. Its main effects on the use of information 

within universities are: increasing access to information, commodifying information and 

questioning information previously considered privileged (Dodds, 2008). 

The result is that, considering global knowledge economies (Marginson & Van der 

Wende, 2007, p. 3), “[…] higher education institutions are more important than ever as 

mediums for a wide range of cross-border relationships and continuous global flows of 

people, information, knowledge, technologies, products and financial capital.”  

Within the “continuous global flows of people” university student mobility is of 

paramount relevance, because it is shaping a set of large cross-border student markets. In 

2003 there were about 2.2 million international students in the OECD area (Marginson & 

Van der Wende, 2007, p. 39). Between 2005 and 2012 the number of international tertiary 
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students enrolled worldwide increased by 50%, and the total number is estimated to have 

passed five million by 2015 (OECD, 2015). These huge flows represent a relevant source 

of revenue for the host universities and a transformative force for universities worldwide. 

In fact, the shift in the type of mobile students is interesting; the OECD report Education 

at a Glance (2015) highlights the importance of post-graduate programmes and the higher 

proportions of international student enrolment at advanced levels of study such as 

master’s or doctoral level.  

According to Knight (2009, p. 2), there is a continuing debate on and exploration of the 

relationship between internationalisation and globalisation. Globalisation, in this case, is 

presented as a phenomenon that affects internationalisation. Globalisation can have 

different effects and interpretations in different countries as a result of each nation’s 

individual history, traditions, culture and priorities (Knight & De Wit, 1997, p. 6). 

Therefore, internationalisation is influenced by the country´s history and educational, 

political and economic trajectory. Thus, in order to internationalise higher education 

institutions, each country’s history and the globalisation phenomenon that affects its 

internationalisation must be taken into account. The internationalisation of higher 

education is influenced by a myriad of factors, which have been outlined above. The 

process might also vary depending on the type of university, such as universities of 

applied sciences, research universities and colleges. In the next section I shall outline the 

definitions of internationalisation of higher education posited by various authors.  

 

1.1.2 Definition of internationalisation 

In order to provide an overview of the meaning and definition of internationalisation, I 

have collected several definitions formulated by the main authors in the field. The 

definitions are presented in chronological order. The term began to be used widely by 
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higher education sector in the 1980s (Knight, 2012, p. 27). Over the years, the meaning 

of the term internationalisation has changed and, in some cases, its purpose. This has 

resulted in differing definitions and even some misconceptions about the term.  

Internationalisation was first defined by Knight (1994, p. 3) as “the process of integrating 

an international dimension into the teaching, research and service functions of higher 

education”. Knight and De Wit are widely acknowledged scholars in the field of 

international higher education. They have worked together to reflect on the definition of 

internationalisation as a process and to highlight its international and intercultural 

dimension: "Internationalisation of higher education is the process of integrating an 

international/intercultural dimension into the teaching, research and service functions of 

the institution" (1997, p. 8). It is important to note that they identify three components in 

this definition: internationalisation is a firstly process and secondly a response to 

globalisation (and is not to be confused with the globalisation process itself) and, thirdly, 

it includes both international and local elements, represented in the definition by the term 

“intercultural” (Knight & De Wit, 1997).  

In 2002 Söderqvist (2002, p. 42) introduced a new definition that for the first time 

mentioned internationalisation as a change process from a national to an international 

higher education institution. Moreover, she added a holistic view of management at the 

institutional level. Her definition is: “Internationalisation of a higher education institution 

is defined as a change process from a national higher education institution to an 

international higher education institution leading to the inclusion of an international 

dimension in all aspects of its holistic management in order to enhance the quality of 

teaching and learning and to achieve the desired competencies”. Together with the 

evolution of the internationalisation of higher education, more definitions of the term 

appear. In some cases, the word was used to name everything related to the international 
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dimension. This was not helpful because it turned internationalisation into a catchall 

phrase for everything and anything international (De Wit, 2002). Therefore, De Wit 

(2002, p. 114) argued that: 

[…] a more focused definition if it is to be understood and treated with the importance 

that it deserves. Even if there is not agreement on a precise definition, internationalisation 

needs to have parameters if it is to be assessed and to advance higher education. This is 

why the use of a working definition in combination with a conceptual framework for 

internationalisation of higher education is relevant.  

The definitions of Knight (1994) and Söderqvist (2002) were moving towards the 

comprehension of a more focused dimension of internationalisation (De Wit, 2002), 

recognising the importance of both the national and international level dimensions, and 

integrating an international, intercultural and global dimension to enhance quality in 

teaching and learning and its competences. These aspects required more attention, which 

Knight gave them in an update of her definition. 

According to Knight (2004), higher education leaders internationalise their campuses for 

economic, political, academic and sociocultural reasons. From the economic perspective, 

colleges and universities need to prepare students for careers in the global economy, 

generate income and increase competitiveness. In this scenario, Knight (2003) recognised 

the importance of the national dimension in the internationalisation process and updated 

her previous definition on the term (1994) to the following: “internationalisation at the 

national/sector/institutional levels is defined as the process of integrating an international, 

intercultural or global dimension into the purpose, functions or delivery of post-secondary 

education” (Knight, 2003, p. 2).  The terms have been chosen carefully and, according to 

Knight (2004, pp. 11-12), reflect the following meanings:  
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Process reflects ongoing and continuing effort. It also refers to its evolution and 

development of the concept.  

International, intercultural and global dimension. “International” is used in the sense of 

relationships between and among nations, cultures, or countries. But internationalisation 

is also about relating to the diversity of cultures that exists within countries, communities 

and institutions, so “intercultural” is used to address this aspect of internationalisation. 

Finally, “global”, a controversial and value-laden term these days, is included to provide 

the sense of worldwide scope.  

Integrating. This word is used to denote the process of infusing the international and 

intercultural dimension into policies and programmes to ensure that the international 

dimension remains central, not marginal, and is sustainable.  

Purpose, function and delivery. “Purpose” refers to the overall role and objectives that 

postsecondary education has for a country/region or, more specifically, the mission or 

mandate of an individual institution. “Function” refers to the primary elements or tasks 

that characterise a national postsecondary system and also an individual institution.  

In fact, a further shift of focus to “comprehensive internationalisation” was perceived as 

necessary by some.  Comprehensive internationalisation is understood as a (Hudzik, 

2011, p. 6): 

[…] commitment, confirmed through action, to infuse international and comparative 

perspectives throughout the teaching, research, and service missions of higher education. 

It shapes institutional ethos and values and touches the entire higher education enterprise. 

It is essential that it be embraced by institutional leadership, governance, faculty, students, 

and all academic service and support units.  
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The increasing number of internationally mobile students drove the agendas of many 

higher education institutions strategies in the last decade, reflecting the expansion of 

tertiary education systems worldwide (OECD, 2013). Consequently, it is claimed that a 

more comprehensive approach to internationalisation of higher education (Hudzik, 2014) 

will increase the awareness that internationalisation has to become more inclusive and 

less elitist by not focusing predominantly on mobility but more on the curriculum and 

learning outcomes (European Parliament, 2015). One indicator of the inclusiveness and 

the change of focus is the recent definition of internationalisation by the 

Internationalisation of Higher Education study requested and published by the European 

Parliament (2015, p. 33) 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 research for all students and staff, and to make a meaningful 

contribution to society. 

This definition in heavily informed by the commonly-used definition provided by Knight 

(2003), but it was felt that it needed to represent the inner culture of the institutions and 

to reflect the importance of internationalisation as an ongoing, comprehensive and 

intentional process that gathers together all stakeholders at a university as 

internationalisation agents, and that focuses on all students and staff, not only on those 

few who have the opportunity to be mobile. In fact, it is closely related to various 

components and rationales behind the internationalisation process. These components and 

rationales will be addressed in the next section, in which it will also be explained why it 

is important to identify the various stakeholders involved in the process of 

internationalising universities.  
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1.1.3 Rationales for internationalisation 

Rationale refers to the why of doing certain things. In this context, it can be described as 

the motivation for integrating an international dimension into higher education. Four 

categories of rationale are generally mentioned (De Wit, 1998; De Wit, 2002b): political, 

economic, social and cultural, and academic rationales. In order to take these into account, 

it is first necessary to identify the stakeholder groups related to them. An explanation is 

represented below of the relation between rationales and stakeholders (De Wit, 1998; De 

Wit, 1999): 

- there is a strong overlap in rationales within and between different stakeholder 

groups; the main differences are in the hierarchy of priorities; 

- in general, stakeholders do not have one exclusive rationale but a combination of 

rationales for internationalisation, with a hierarchy of priorities; 

- rationales may differ between and within stakeholder groups; 

- priorities in rationales may change over time and may change by country and 

region; and 

- rationales are in general more implicit than explicit motives for 

internationalisation. 

Rationales are important because they provide the internal and external context analysis 

on which to base the what and how of internationalisation, the programme and 

organisational strategies required. According to De Wit (2002), they are of crucial 

importance both for national and institutional policies, but are in general neglected as a 

basis for strategies, resulting in misconceptions about the relevance of 

internationalisation.  
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1.1.4 Misconceptions about internationalisation in relation to the study 

As noted in the previous section, the internationalisation of higher education has been 

widely defined and interpreted. Nevertheless, authors might have different approaches 

and, in some cases, misconceptions. In the following paragraphs, some of the most 

common misconceptions related to the topic under study will be outlined. De Wit (2011) 

identified a series of misconceptions about the term internationalisation, four of which 

are relevant to this study, the focus of which is student support services: 

- Everything containing the word “international” is meant to equal 

internationalisation 

- The mass attraction of international students equals internationalisation 

- There is no need to test intercultural and international competencies specifically 

- Internationalisation is a goal in itself 

Probably the most relevant misconception in relation to this study is that the attraction of 

international students equals internationalisation. Internationalisation has an abroad and 

at home component, and international students coming from abroad can be an important 

factor in internationalisation at home for local students. But there are different types of 

international students and their roles in the internationalisation process at home can differ, 

as can the support services they need. Therefore, a variety of types of mobile students 

have been researched and defined. 

 

1.1.5 Types of internationalisation 

As mentioned above, internationalisation has been misunderstood, and one of the major 

misconceptions is that it only means student exchange programmes between different 

institutions and countries, or studying or staying abroad as part of your home studies. 
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Actually, this misconception has been cited by De Wit (2011) as part of the description 

of what should not be considered internationalisation. In fact, one can achieve new 

competences, skills and added values by not going abroad and instead continuing with 

one’s studies at the host institution.  

For the purpose of this study the types of internationalisation are divided into the two 

main components described by Knight (2008): abroad and at home. Internationalisation 

abroad refers to all actions related to the mobility of students, staff, projects, providers 

and programmes, while the second one refers to the international education that you get 

in your own institution (at home), which is more curriculum-orientated and focuses on 

activities that develop international or global understanding and intercultural skills.  

It is clear that it should be differentiate between both components, although they should 

not be perceived as separated, because the one influences the other and vice versa. One is 

more focused on the campus-based experience (or at home) and the other is more focused 

on international education abroad or cross-border education (abroad) (Knight, 2008). By 

taking the abroad component and focusing on the student’s mobility, the subject of the 

research, I can divide it into three types: credit mobility, degree mobility and short-term 

certificate mobility (language courses, summer programmes). In this study the focus is on 

the first two, because much of what relates to student services for the third group is similar 

to credit mobility. The expansion of tertiary education worldwide reflects not only the 

movement of those students willing to move from one country to another for a full degree 

(degree mobility), but also credit mobility, whereby students spend a period of their study 

time in another country and transfer their earned credits to their home degree (De Wit, 

2012). Even though credit mobility is smaller phenomenon than degree mobility, in 

general terms both types of international student mobility still involve only a minority of 

higher education students. Therefore, it is important to mention and enhance the practice 
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of internationalisation at home component in the institutions. Internationalisation at home 

is a term that includes actions taking place in the home institution. These include the 

intercultural and international dimension in the teaching-learning process and research, 

extracurricular activities, and relationships with local cultural public, private, for-profit, 

non-profit, local, and/or international entities in the broad field and ethnic community 

groups, as well as the integration of foreign students and scholars into campus life and 

activities (Knight, 2008, pp. 22-23). 

For the aforementioned at home component it is relevant to take a look at the expression 

“internationalisation of the curriculum”. Leask (2009, p. 209) defines it as “the 

incorporation of an international and intercultural dimension into the preparation, 

delivery and outcomes of a programme of study, so that it “purposefully develops all 

students' international and intercultural perspectives as global professionals and citizens”. 

This definition indicates that all the students studying at the home institution are affected. 

In fact, Beelen and Jones (2015) define internationalisation at home as the purposeful 

integration of international and intercultural dimensions into the formal and informal 

curriculum, thus including all students at institutions within domestic learning 

environments.  

In my view, internationalisation of the curriculum, internationalisation at home and 

abroad, and an inclusive campus are related to comprehensive internationalisation. 

Comprehensive internationalisation reflects the need to develop an institution-wide 

approach to internationalisation. It also aims to contribute to institutional purposes and 

provide responses to environmental challenges (European Parliament Study, 2015). 

In the current study, the focus is mainly on credit mobility, because my research relates 

to services for mobile students who have been abroad for a period of their studies in order 

to earn credits or simply as a part of their curriculum. The reason is that in Europe (with 
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the exception of the United Kingdom), thanks to the ERASMUS+ programme credit 

mobility is more dominant than degree mobility in institutional policies.  

 

1.1.6 Internationalisation Strategies 

As I have seen in the previous part, it is important to identify the stakeholders who have 

a role in the internationalisation process of a university. University strategic management 

covers a series of actions and services taking place at the institution. Bianchi (2013) 

identifies the provision of two types of services: core (which are related to teaching and 

learning) and peripheral (those related to the living conditions and the environment of the 

host country, such as security, cultural and social activities, accommodation, 

transportation and visa/entry requirements). Knight and De Wit (1995) highlight the 

relevance of extra-curricular activities and institutional services by identifying a list of 

special services that are needed to support a university’s internationalisation strategy: 

international students’ advice services, orientation programmes, social events and other 

facilities for foreign guests, international student associations, international houses for 

students and scholars, international guest organisations, and institutional facilities for 

foreign students and scholars (such as libraries, restaurants, medical services, sporting 

facilities, etc.). They posit that a university’s internationalisation strategy should not be 

evaluated on the assumption that it must develop all those abovementioned activities 

before its internationalisation strategy is integrated into the overall plan. In other words, 

the key is that institutions identify their internationalisation priorities upon the integration 

of activities into its strategic plans (De Wit, 2002; Knight & De Wit, 1995).  

Furthermore, they also identify many activities that are key components of 

internationalisation, which are divided into two main categories: programme strategies 

and organisational strategies. The first category relates to academic activities and services 



60 

that integrate the international dimension into the higher education institution. The second 

category refers to the development of appropriate policies and administration systems in 

order to maintain that international dimension (De Wit, 2002; Knight & De Wit, 1995). 

Universities are eager to assess issues concerning the academic curricula and learning 

environment, but little research has been done on both elements related to support services 

and student needs and perceptions. In order to provide a holistic approach to the 

internationalisation of higher education, it will be need to focus on all aspects and 

activities taking place in institutions, as well as in university strategies (programme based 

ones and organisational ones) so as to realise the mission of the institution. For the 

purposes of this dissertation, I focus on support services that are included in the 

programme-based strategies, such us welcome activities, accommodation, enrolment in 

courses, financial and legal services, social and cultural services and so on. 

 

1.1.7 Internationalisation cycle 

Previous sections comprised explanations of internationalisation itself, several definitions 

and how these changed over the years, rationales for internationalisation, a series of 

misconceptions about the term, types of internationalisation (abroad and at home, credit 

and degree mobility) and programme and organisational strategies. These strategies are 

key elements of the internationalisation cycle presented below.  
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Table 1 

Internationalisation cycle, modified version (De Wit, 2002c) 

 

Note: All phases address both the institution- and department-specific aspects and the relation 
between the two. 
 

This cycle represents the phases of the internalisation process in an institution combining 

two points of view. It takes into account several variables because it is a combination of 

Van der Wende and Knights’s internationalisation cycle. Van der Wende (1997) put more 

emphasis on the internal and external factors affecting the environment (the analysis of 

the context), and the implementation and long term effects, while Knight’s cycle (Knight, 

1994) relates more to the awareness, commitment, planning, organisation and review. The 

internal circle, an addition by De Wit (2002), represents the supportive culture that will 

facilitate the integration of internationalisation into all aspects of institutions. There is an 

implicit emphasis that internationalisation is not a goal in itself, but a means to enhance 

the quality of education, research and service function of the university.  

In fact, De Wit’s (2002) modified version brings a comprehensive perspective to the 

internationalisation cycle by combining both approaches and including the integration 
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effect. The modified version gathers together the six elements of Knight’s cycle (1994) 

with three elements from Van der Wende (1997). This means that I can see 

internationalisation as a strategy in itself (De Wit, 2009) that can be integrated into all the 

aspects and functions of higher education institutions, such as teaching, learning, service 

provision, research, attraction and retention of students, marketing, and so on.  

 

1.1.8 Benefits of internationalisation at institutions  

Governments, institutions of higher education and services related to the educational 

system react differently to the internationalisation of higher education. Knight (2009) 

agrees that there are many approaches to addressing the process of internationalisation. 

Therefore there is no agreed rule or guide to follow. Each country and institution 

implements its own internationalisation strategy, depending on many factors such as: 

culture, history, politics and resources (Knight, 2009) and, of course taking into account 

their aims and strategy plans.  

According to the results of a study carried out by the European Association for 

International Educators (EAIE) titled EAIE Barometer, two of the major benefits to be 

derived from internationalisation are: the improvement of the overall quality of education 

at the institution and the preparation of students for a global world. In fact, both results 

go hand in hand with enhancing the quality of the programmes and services at home by 

internationalising the curriculum or providing internationalisation at home, as well as an 

extra benefit that it is to establish networks, agreements and frameworks to send and 

receive international students. It is clear that internationalisation is not a goal in itself but 

a means to improve the goals, functions and delivery of higher education, and thus to 

enhance the quality of education and research (De Wit, 2015). 
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1.1.9 Conclusion 

A series of definitions have been developed for the term internationalisation (of higher 

education) over the past 20 years. Thus, there has been a need to extend the most 

commonly used definition of Knight (2004) so that it could comprehend the intentional 

process of integrating an international, intercultural and global dimension into the 

institution, reaching students and staff members. In other words, a more comprehensive 

and inclusive meaning was needed that would indicate the required activities. Support 

services, which are the main focus of this research, are a big part of a university’s 

offerings; therefore this new definition serves as a useful guide to including all the 

stakeholders at the university who play a part in the international student’s life.   

It is also notable that internationalisation is not a goal but a process, in which many 

stakeholders play an important role. Hence, universities need to undergo a process in 

order to integrate and apply the international dimension to the campus, including support 

services for international students to serve their needs and concerns.  

Lastly, even though not all universities have an internationalisation strategy, they should 

have clear and reachable goals and objectives to achieve an international dimension, on 

and off campus. It is important for institutions to first identify their priorities and then 

integrate the necessary activities into their strategic plans. 
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CHAPTER 1: LITERATURE REVIEW AND THEORETICAL 

FRAMEWORK 

PART 2: INTERNATIONAL STUDENTS IN THE GLOBAL WORLD 

1.2 International Students 

Before discussing mobile students in general, a bit more needs to be said about the two 

major groups of international students, namely degree-seeking students and credit-

mobility students.  

Credit mobility is predominant on the European continent, although it is not the largest 

group of mobile students in the world. On other continents, such as Asia and America, 

degree-mobility students predominate. Therefore, one needs to be aware of their typology 

when presenting statistical data on mobile students. This depends, firstly, on data 

available per country, secondly all the data available on the students and, thirdly, on the 

push and pull factors influencing their mobility flow. However, access to data on credit- 

mobility students outside the ERASMUS programme area in Europe is rather scarce. 

Richters and Teichler (2006) state that there are strong reasons to believe that more than 

half of the credit-mobility students are not included in the official statistics on 

international or incoming mobile students in Europe. Most of the data in most of the 

international statistics available are on degree-mobility students (De Wit, 2012), although 

credit mobility data might be included in the national datasets they are built on. 

Students, whether credit or degree ones, have become increasingly more globally mobile 

during the last decades. In fact in the 21st century a truly global market for students and 

academic staff exists today (Altbach, Reisberg, & Rumbley, 2009).  The following figures 

relate to those international students who have completed or are close to completing a 

higher education programme at a host institution in 2009. According to a UNESCO report 
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(2009), the main countries of origin were China (421,100), India (153,300), the Republic 

of Korea (105,300), Germany (77,500), Japan (54,500), France (54,000), the United 

States (50,300), Malaysia (46,500), Canada (43,900) and the Russian Federation 

(42,900). These origin countries accounted for 37.5% of the world´s mobile students. The 

previous report (2009) took into account mobile students from 153 host countries. The 

primary host countries were as follows: the United States (595,900), the United Kingdom 

(351,500), France (246,600), Australia (211,500), Germany (206,900), Japan (125,900), 

Canada (68,500), South Africa (60,600), the Russian Federation (60,300) and Italy 

(57,300). By comparing these data with OECD data from year 2012-13 (2015), three 

years later, I find similarities with the two main regions of origin: China and India, 

followed by Europe and, with a large gap, by Africa (OECD, 2015). These general 

patterns have been repeated for some years in the same countries, according to two 

sources (OECD, 2015 & UNESCO, 2009). However, nowadays some countries are 

shifting their policies and visa regulations, which might affect international mobile 

students.  

Recent data shows that, in global terms, the number of students enrolled in tertiary 

education outside their country of citizenship increased more than threefold, from 1.3 

million in 1990 to nearly 5 million in 2015 (OECD, 2015). There is no doubt that the 

numbers of mobile students increase yearly. Taking into account global mobility numbers 

and the previous statement, I can state that student mobility flow occupies an important 

position in the field of internationalisation of higher education, not only in Europe, but 

around the world.   

However, the OECD report Global Education Digest (2009) states that there is shift in 

the landscape of international student mobility. Mobile students tend to stay within their 
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region of origin. In the next graph, the regional distribution of the destination of mobile 

students in relation to their region of origin is presented.   

 

 

Graph 1: Regional distribution of the destination of mobile students by their region of 
origin, 1999 and 2007 (Global Education Digest, 2009) 

 

 The main focus of this research is on the European (Central, Eastern and Western 

Europe) region, where one of the main flows of mobile students comes from the 

ERASMUS programme. During the first decade of the programme, Europe was the 
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favourite destination for Europeans. A high percentage of the mobile students (82.2% in 

1998-99) stayed within European countries (Teichler, Ferencz, & Wächter, 2011).  

According to the European Commission report Erasmus facts, figures and trends 2013-

2014, overall, by the end of the academic year 2013-14, the ERASMUS programme had 

supported 3.3 million ERASMUS students and 470,000 staff since its launch 27 years ago 

in 1987. Origin countries with high numbers of mobile students under the ERASMUS + 

programme are Spain and France, followed by Germany, Italy and the United Kingdom. 

The most popular destination among European students was Spain, followed by 

Germany, France, the United Kingdom and Italy. 

Thus, an overall increase in students going to study abroad can be seen in the mobility 

data. Although there are different types of mobile students and study abroad programmes 

around the globe, I must carefully differentiate between the main types of mobility 

involved, degree-seeking mobility and credit mobility. As I have seen previously in this 

chapter, degree mobility refers to the movement of those students willing to move from 

one country to another for a full degree, and credit mobility to those students that spend 

a period of their study in another country and transfer their earned credits to their home 

degree (De Wit, 2012). Europe as a region is known for offering programmes under the 

ERASMUS umbrella and thus a period of study abroad as credit-mobility students. As 

the history shows, it was a cooperation initiative between countries; a cooperation that 

started with a few exclusive exchanges to becoming today’s flagship programme for the 

European Union and a programme to not only exchange experiences but also core values. 

Other regions, such as China and India, are famous for students enrolling on overseas 

programmes to complete a full degree. In the next part, the concept of international 

student will be examined in more depth. 
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1.2.1 International Students: Definition 

The term international student might be the most useful in the present context of 

international higher education (De Wit, 2012). Every year the OECD publishes a report 

called Education at a Glance. That report provides data on the structure, finances and 

performance of education systems in the 35 OECD countries and a number of partner 

countries. The OECD report (2016) makes an important distinction between 

“international students” and “foreign students” in defining the terms for the cross-border-

mobility section of its comparative dataset. The OECD and UNESCO Institute for 

Statistics convention is to use the term “international student” when referring to students 

crossing borders for the specific purpose of studying and the term “foreign student” for 

non-citizens enrolled at an institution of education outside their home country, but who 

have not necessarily crossed a border to study (Clark, 2009). Therefore, the OECD 

defines international students as those who have crossed borders for the purpose of study.  

The UNESCO Institute for Statistics, the OECD and Eurostat define international 

students as those who are not residents of their country of study or those who received 

their prior education in another country. Project Atlas (2015) defines international 

students as those students who undertake all or part of their higher education experience 

in a country other than their home country or who travel across a national boundary to a 

country other than their home country to undertake all or part of their higher education 

experience. As it can be seen, many definitions have been used to define international 

students in different countries. For that reason, in the next table a range of definitions of 

international students is presented according to the definition used per region and country, 

in consonance with Project Atlas’s inventory. The countries were selected in relation to 

the number of their mobile students in some of the most popular origin and destination 
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countries from OECD’s global mobile data and ERASMUS Statistics under the 

ERASMUS+ programme. 

Table 2 

Definitions of international students (Project Atlas’s inventory, 2015) 

Origin Country Definition 

Canada Canadian pursuing a full degree programme abroad 

China Conforms with the Project Atlas definition  

France Students with a foreign citizenship enrolled in a programme that 
lasts at least one year and leads to an officially approved national 
degree or a diplôme de l’Université 

Germany Moving towards "prior education" as a criterion for international 
mobility. 

International students are classified into two categories:  

•  Bildungsauslaender: Foreign country of previous 
education/study (level of secondary education completed in 
countries outside Germany)    

•  Bildungsinlaender: Previous education/study in Germany (level 
of secondary education completed in Germany) 

India Conforms with Project Atlas definition  

Japan Students who have College Visas 

Malaysia Outbound student: Malaysian students pursuing full degree 
programmes or post-graduates abroad; does not include those 
who attend short-term courses overseas. 

Spain All the students from other countries studying at Spanish 
Universities. 

U.S Anyone studying in the U.S. on a non-immigrant, temporary visa 
that allows for academic coursework. These students include both 
degree and non-degree students. 

 
The rapid expansion of tertiary education worldwide reflects not only the movement of 

those students willing to move from one country to another for a full degree (degree 

mobility), but also to credit mobility, whereby students spend a period of their study in 

another country and transfer their earned credits to their home degrees (De Wit, 2012). 
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Even though credit mobility is smaller than degree mobility, in general terms both types 

of international student mobility still reach only a minority of higher education students 

(Souto-Otero, Huisman, Maarja, De Wit, & VujiĆ, 2013). In the European context, credit 

mobility, which is described as temporary mobility in the framework of ongoing studies 

at a “home institution” for the purpose of gaining a credit, is the most common type of 

mobility for international students (Kelo, Teichler, & Wächter, 2006). On the other hand, 

other contexts and countries have more international students participating in degree 

mobility programmes, which is described as learning mobility for a degree purpose, even 

if only a part of the programme is studied abroad (Maunimo Project, 2013). 

Another definition for international student mobility is the distinction between vertical 

and horizontal mobility. Richters and Teichler (2006, p. 85) define the two terms as 

follows:  

Vertical mobility can be understood as a move from a country or institution of lower 

academic quality to a country or institution of higher education of superior quality. On 

the other hand, horizontal mobility can be understood as movement between countries 

and institutions of similar academic quality.  

Lately, the approach to international mobility is shifting from traditional to mass mobility 

with a more comprehensive service provision. Mass mobility is used as an indicator 

regarding the internationalisation of higher education due to the fact that in the last 30 

years, many institutions of higher education around the world have seen record high 

enrolments of international students at their respective campuses. One speaks of 

“comprehensive mobility” because international students seek an inclusive support 

service to help them during the whole mobile process. This inclusive support service will 

be examined in the next section of this chapter, in the context of the push and pull factors 

influencing student mobility.  
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1.2.2 Factors influencing student mobility 

According to the OECD (2015) report, various elements drive student decision-making 

with respect to studying abroad. Some of the decision factors are: language of instruction, 

quality of programmes, cost of study and immigration policies. Authors such as 

Cummings (1993) compiled a list of push and pull factors. The push factors are: human 

resource capacity, financial capacity, trade dependence, facilitating institutions, domestic 

scarcity of science and technology offerings, dependence on world economy, information 

scarcity, linguistic isolation, political uncertainty and cultural disposition. The pull factors 

are: level of assistance received in the host country, imports and exports, immigration, 

system compatibility, scale and ability to pay. Altbach (2004), on the other hand, 

identified a different series of push and pull factors. His push factors are related to 

competitive entry requirements, a lack of world-class universities at home, a lack of 

certain specialisations, admission policies and a lack of academic freedom. The pull 

factors for students travelling to the United States relate to reputation, prestige easier 

admission policies and work prospects after study.  

Authors such as De Wit (2008) identified and condensed all the aforementioned factors 

on the basis of earlier studies in a framework of five main categories: educational, 

political, social, cultural and economic, in order to identify several push and pull factors 

for outward mobility.  

The above factors can have an impact on the international students’ experience and 

therefore influence their satisfaction. According to the World Education Services report 

(Megha, Zhengrong, & Bryce, 2016), international students have varying expectations 

when going abroad that could be considered as push factors. Some of them are: 

- The belief that they will receive a better quality higher education abroad. 

- The belief that work and career prospects could be enhanced by being abroad. 
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- Better opportunities to improve language skills, particularly English. 

- The possible pathway for immigration to another country (or staying long-term or 

permanently) following studies. 

Table 3 

Push and Pull Factors in outward mobility. Has de Wit (2008) 

Push Factors     

Educational Factors 

Availability of higher education  

Basic human resource capacity 

Ranking/status higher education 

Enhanced value of national versus 
foreign degree 

Selectiveness of domestic higher 
education 

Availability of distance education 

Increasing presence of private providers 

Increasing presence of foreign providers 

Experience with international mobility 

Strategic alliances with foreign partners 

 

Political/Social/Cultural Factors 

Linguistic isolation 

Cultural disposition 

Colonial ties 

Political instability 

Regional unity 

Information isolation 

Emigration policies 

Strategic alliances 

Academic freedom 

Pull Factors 

Educational Factors 

Higher education opportunities 

System compatibility 

Ranking/status higher education 

Enhanced value of national degree 

Diversity if the higher education system 

Absorptive capacity of higher education 

Active recruitment policy 

Cost of study 

Existing stock of national students 

Strategic alliances with home partners 

 

 

Political/Social/Cultural Factors 

Language factor 

Cultural ties 

Colonial ties 

Lure of fire 

Regional unity 

Stock of citizens of country of origin 

Immigration policies 

Strategic alliances with home country 

Academic freedom 
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Economic Factors 

Dependence on world economy 

Financial capacity 

Human development index factor 

Employment opportunities 

 

Geographical distance 

 

Economic Factors 

Import/export levels 

Level of assistance 

Human resource development index 

Employment opportunities during study 

Employment opportunities after study 

Geographical distance 

 

Pull factors (Megha, et al., 2016) vary according to the nationality of the international 

students. Thus, some agree that they see as pull factors the availability of a desired 

programme. They also take into account the institution’s reputation and the cost of study 

and scholarships or financial aid available.  

Jones (2017) brings another point of view by agreeing on a wide range of factors 

categorised according to milieus that play a role in the general international student 

experience. She categorises them in four milieus: personal, institutional, familial and 

national. All of them interrelated and provide broader variants. 

The 2014 StudyPortals report Key influencers of international students satisfaction in 

Europe (Van der Beek & Van Aart, 2014) highlighted three factors as the main 

influencers of international students’ satisfaction: firstly, city atmosphere, looks and size; 

secondly, quality and attitude of the host university’s teachers; and thirdly, 

approachability and friendliness of the locals. All these factors might not occur at the 

same time during the international students’ lifecycle. There are different stages of the 

international student’s lifecycle and how this can be affected by various factors and the 

students’ needs. A deeper analysis of all the stages of the international student’s 

experience will be explained in next section. 
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1.2.3 International Student Lifecycle 

As it was shown above, there are different types of student mobility. In my opinion, 

degree-seeking students and credit-mobility students need to go through the same stages 

of the International Student Lifecycle but they might not have similar needs. However, 

this depends on the International Student Lifecycle stage, the personal assimilation time, 

type of experience and the timeframe of the exchange. For credit-mobility students there 

is a shorter timeframe. Therefore, if good service provision is not offered to international 

students equally by universities, they could feel isolated or stressed, depending on the 

amount and grade of issues that arise during the International Student Lifecycle. Taking 

into account their needs and perceptions when they go abroad is a key aspect of this study. 

For that reason, in the results part international students’ perceptions during their 

International Student Lifecycle stages are identified.  

International students’ needs depend on the stage of their study period abroad, as shown 

by the UK International Higher Education Unit report (Archer, Jones, & Davidson, 2010), 

the Australian Education International report compiled by the International Education 

Association (ISANA), titled “Principles of Good Practice for Enhancing International 

Student Experience Outside the Classroom” (2011), the Academic Cooperation 

Association (ACA) report (Kelo, Roberts, & Rumbley, 2010) and the American Council 

on Education (ACE) series on Internationalisation in Action (2016). The International 

Student Lifecycle developed by the UK Higher Education (2014) deals with the abroad 

experience stages. Those stages are as follows: issues before arrival or pre-arrival 

information, arrival support, induction and welcome, learning in the classroom 

(academics) and learning in a new environment or life outside the classroom, and the 

completion and return (cultural reverse shock).  
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Table 4 

International student mobility main stages: definition and examples. Own elaboration 

(2016) 

Stages Definition Example 

Pre-arrival information Provision of a range of 
information that might be 
useful for the 
international student 
before going abroad 

Information about courses, 
academic calendar, 
accommodation options, 
pre-arrival guide, 
information of living cost 
of host city, intercultural 
courses, pre-arrival mentor 
programme, etc. 

Induction Provision of induction 
programmes in order to 
smooth challenges that 
international students 
face. Usually 
compounded by 
unfamiliar culture, 
environment and 
difficulties with 
language. 

Welcome presentation, 
campus tour, introduction 
of staff members and 
offices, adaptation courses, 
mentoring, etc. 

Learning in the 

classroom 

To show how the 
teaching and learning 
techniques work in that 
specific institution. 

Seminars, tutorials, 
academic writing, 
plagiarism, assessment and 
feedback, 
internationalisation of the 
curriculum, intercultural 
competences, etc. 

Life outside the 

classroom 

To accompany 
international students in 
their life outside the 
classroom in order to 
help them adapt to new 
environment and new 
cultural aspects. To 
enhance their student 
experience and to 
integrate them into the 
campus community. 

Join student associations/ 
networks/ clubs. Sport 
activities. Support for 
families, social and 
emotional wellbeing, 
language tandems, etc. 

Completion To help international 
students to finalise all 
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papers before leaving the 
host institution.  

Return To prepare them to return 
to their home countries. 

Cultural reverse shock 
seminars, etc. 

 

The data presented in the above table highlights the importance of support services for 

each stage of the International Student Lifecycle, as well as other factors that are 

important for the wellbeing of international students during their stay abroad. These need 

to be accommodated within the internationalisation strategy of the institution. According 

to the literature, the more relevant issues are not only those related to academic 

programmes, student exchanges and research and scientific collaborations, but also those 

related to extra-curricular activities and external relations and services (De Wit, 2002; 

Knight, 1995). Consequently, the satisfaction of international students is influenced not 

only by their academic or learning experience in the classroom, but also by a 

comprehensive array of elements affecting the internationalisation process of the 

institution outside the classroom. Thus it is not only the first day’s activities, welcome 

days or induction days that influence the satisfaction of international students; all kinds 

of other activities that take place during their stay abroad might also impact them and 

affect their learning processes. According to Evans, Wilson, Housley, Kimoto, Silver, 

Rhodes, Cox, Ebner, & Kessler. (2009, p. 103), “[F]or domestic students, the transition 

to university can be exciting, unfamiliar and challenging […]. Most universities recognise 

this and offer a variety of support services, the most common of which is new student 

orientation.” The transition can be even more challenging for international students and 

therefore orientation services are also relevant. Providing them orientation programmes 

and redesigning them (for the existing ones) is fundamental to generating new insights 

into the task of lateral working and taking into account different viewpoints on a broad 

range of services (Jones, 2017, p. 941). 
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In fact, universities provide different types of services for international students. Most of 

them are developed in relation to different stages of the International Student Lifecycle, 

although some of those services are implemented during different stages of the 

international mobility process. Kelo, Roberts, and Rumbley (2010) identify three stages 

in this process. The first one comprises the pre-arrival services, the second covers those 

services provided on arrival, and the last one is related to services during their period 

abroad. In the following table, the abovementioned stages are listed from the most to the 

least important services. 

I propose five stages for this study, namely the three that have already been identified 

plus two more. One is related to the reintegration services in the home country. 

Reintegration services or re-entry services are those that home universities offer to their 

exchange students after they return from their stay abroad. Some of these services are 

necessary to help the students to keep up their gained language skills after their period 

abroad, to give them the opportunity to consider their career perspectives, and to join a 

student organisation such as the Erasmus Student Network in order to help incoming and 

outgoing exchange students, and act as university ambassadors. The other one related to 

be prepared and informed before going back home (pre-departure). 

Table 5 

Stages of different types of services for international students (Kelo et al. 2010) 

Stage   Most important service  Least important service 

Pre-arrival  Finding somewhere to live  Information about area 

On arrival  Finding somewhere to live  Formal welcome 

During period  Support for academic problems Language support 

of study 
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These new stages are my own innovation and relate to the actions and sense of belonging 

of international students in their home countries when they come back, either to complete 

their studies or to enter the job market. The proposed fourth stage falls under the category 

of pre-departure and it takes place in the host institution before leaving and the fifth one 

under the reintegration category or also called re-entry services. The one (pre-departure) 

relates to the stage when international students need to be prepared mentally and 

administratively to go back home. The other one (re-entry services) is related to the return 

of the student to the home country and culture, and how various actions facilitate this 

reintegration and also to the sense of belonging and adaptation, to be integrated in a 

known environment once the international student goes back home. 

Table 6 

International student mobility main stages: definition and examples. Own compilation 

(2016) 

Stages Definition Example 

Pre-departure To prepare international 
students to leave to their 
home countries and 
universities.  

Pre-departure guide with 
important things to take 
into consideration before 
leaving, evaluation of stay 
abroad, blogs gathering 
their experience, etc. 

Re-entry  To integrate return of 
international students 
into home universities 
through different actions 
that keep students active 
and connected to their 
previous experiences 
abroad. To feel 
integrated in the 
community. 

Student as ambassador for 
the home university. 
Alumni network. Word of 
mouth as promotion of 
his/her previous host 
university, reverse cultural 
shock seminars, learning 
outcomes from stay 
abroad, etc.  

Sense of belonging. 
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In the next figure I represent the five stages: pre-arrival, arrival, during stay and the last 

one recently added by the author, pre-departure and re-entry. 

 

Figure 1: Stages of the International Student Lifecycle. Own compilation (2016) 

 

This framework is similar in some stages to the previous one. It is also important to notice 

the difference to the reintegration services explained in the ACA report (Kelo et al., 2010) 

and the ISANA report (Ziguras & Harwood, 2011). For credit-mobility – students being 

the main target for European mobility – an array of services are offered that might not 

always cover employment services for international students staying for a short period 

abroad (one semester to one year). However, the ISANA report (2011) recognises in the 

last stage a broader dimension of the provision of services covering longer periods and 

also the integration into the host country through employment and career services. For 

instance, Kelo et al. (2010) state that the most important support services areas identified 

by students have to do with information and orientation, integration activities with local 

students, the institution, and/or surrounding community, language support, other practical 

considerations, including assistance with visas and other administrative procedures; 

accommodation provision; support for families; and career and internship guidance. 

Depending on the stage they are in, their needs and service perceptions might vary. As 

Pre-
arrival

Arrival

During
Stay

Pre-
departure

Re-entry
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Choudaha et al. said in his 2012 report, not all students are the same, so not all have 

similar needs. 

Based on the aforementioned studies conducted from an Australian, American and 

European perspective, the stages and main support services that institutions should 

provide during the International Student Lifecycle are listed below. This information was 

gathered thanks to the information available in two major reports on this topic (ISANA, 

2011; UK, 2010), in which each stage and the actions of the cycle were explained in 

depth. 

Table 7 

International student mobility main stages 

Stages   ISANA (Australian report)  UK (Higher Education Academy) 

Pre-arrival  Pre-arrival info& advice  Application & Arrival 

Arrival   Arrival & Orientation  Application & Arrival 

During stay    Maintaining social networks  Cultural & Social integration 

   Accommodation   Learning infrastructure 

       Environment 

       Teaching methods   

        Learning support  

   Health & Well-being   

   Critical Incidents  

    Finances    Fees, finances & funding 

Pre-departure   Employment    Career & employability 
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Re-entry   Completion    Career & employability 

 

Having examined the stages international students go through, as well as some of the 

services offered, in the next section the main area of study of this dissertation will be 

tackled: support services for international students.  

 

1.2.4 Conclusion 

This section continued with an historical background on mobility numbers and several 

exchange programmes. After that, the section explained various definitions and types of 

international students, and a discussion of several factors (push and pull) that influence 

students’ experiences. A portfolio of the main differences between degree and credit- 

mobility students was explained, together with an illustration of stages of the international 

student life, including a definition and a series of examples. International students go 

through several stages when they go abroad. Five main stages were identified: pre-

arrival, arrival, during stay, pre-departure and re-entry. In the results part, data will be 

presented on the importance of all of them from international students’ points of view, 

according to international students’ needs during their student lifecycle. Their needs 

might not be similar during the cycle. In the next part of the second chapter the focus will 

be on student support services, trends, service provision and international student 

satisfaction. 
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CHAPTER 1: LITERATURE REVIEW AND THEORETICAL 

FRAMEWORK 

PART 3: STUDENT SUPPORT SERVICES 

1.3 Support Services 

As I showed in the previous part of this chapter, international students might go through 

different stages before, during and after their period abroad. Broadly speaking, these 

stages fall under the term International Student Lifecycle, which is used by the Higher 

Education Academy. Each phase and each concept has been defined and some examples 

have been provided. In this part, the focus is on international support services (or ISS) 

offered by institutions. Global trends and issues are taken into account, and a list of 

services and a classification of them is provided. Moreover, the literature on various non-

profit organisations that offer support services nationally and internationally is reviewed. 

Finally, an array of possible measurement tools is suggested to identify international 

student satisfaction with the service provided. 

 

1.3.1 International Student Support Services 

The role of international student support services is an important driver in the 

internationalisation efforts of a university.  In the last few years, the provision of student 

services has become a key topic among academics and different stakeholders involved in 

the process of internationalising higher education at higher education institutions due to 

the growing numbers of mobile students. Providing support services and integration 

activities by and for staff members, faculty members and students will increase the 

internationalisation of the campuses and, moreover, enhance their attractiveness in 

comparison to other institutions. Therefore, support services can be a key factor in 
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attracting and retaining international and domestic students. Additionally, institutions 

seeking to attract and retain international students are adopting student services and 

programming to meet their expectations (ACE, 2016), in order to not only create a global 

an international campus, but also to offer an inclusive environment that meets the needs 

of international students, both academically and culturally, not to mention personally. 

Indeed, figuring out the best way to meet the needs of international students is not an easy 

process (ACE, 2016), although more programmes and services are being provided to 

more international students because this is becoming central to the work of all student 

affairs professionals at the university, not just those who work in the international office 

(ACE, 2016). One could therefore argue that support services and international student 

satisfaction can be achieved if all the stakeholders at the university work together to 

enhance the campus’s internationalisation process, which “has become an indicator of 

quality in higher education” (De Wit, 2011). In other words, one of the key drivers of 

campus internationalisation is the satisfaction of the international students with the 

support services provided. The World Education Services report (Megha, et al., 2016) 

mentions that key support services for international students can be improved because 

international students have shown their dissatisfaction with the following services: career 

services, accommodation and, in some cases, the availability of financial aid or 

scholarships, because sometimes non-ERASMUS students that want to do part of their 

studies abroad do have not financial aid. 

Student support is not requested only by international students; despite the fact that 

domestic students are already on the campus, it can be that they are still interculturally 

deficient. Leask (2009) suggests that international educators “move away from deficit 

models of engagement, which position international students as interculturally deficient 

and home students as interculturally efficient, when both need support”. 
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Another important service will be to offer integration for international and domestic 

students. Besides attracting and receiving international students to enrich the campus and 

provide an international atmosphere, the integration of international students on the 

campus is desired. Unfortunately, there is still much to be done to socially integrate 

international students and local students. Social integration has been defined by (Rienties, 

Beausaert, Grohnert, Niemantsverdriet, & Kommers, 2012) as the extent to which 

students adapt to the social way of life at university. Some studies have addressed the 

integration of students in higher education. Tinto (1975, 1998) notes that students have a 

variety of educational experiences, competences, skills and values, as well as family and 

community backgrounds before they enter into higher education. This previous and 

personal experience might influence how students integrate in higher education, socially 

and academically. Another interesting finding from Tinto (1975, 1998) is that students do 

not only need to focus on their studies to graduate and succeed academically, they also 

need to participate in the student culture that universities provide. Authors such as 

Wilcox, Winn, & Fyvie‐Gauld (2005) found that social support by family and friends (i.e. 

social networks of students) had a positive influence on the study success of first-year 

students. This data can be related to international students. Although international 

students are not first-year students, they arrive at an unknown host university for the first 

time, just as first-year students do. There are a lot of unknown situations and in some 

cases international students can suffer from loneliness and home sickness. In fact, in the 

recently released definition of internationalisation (European Parliament Study, 2015, p. 

33) it is stated that internationalisation is 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. Thus integration 
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of international students at institutions can enhance the international and intercultural 

dimension of universities.  

According to the recent report on international student experience published by the World 

Education Services (2016), integration between international and domestic students is 

particularly important for the student’s experience, not only to meet internationalisation 

goals but to help reduce some of the sociocultural challenges that international students 

face. In the following, the results from the focus groups on this specific topic from the 

perspective of the staff members. 

So, in accord with good service provision, there are many important services relevant to 

each phase. It is important that institutions emphasise that mentoring and support 

arrangement information should be outlined in the catalogue of the receiving institution. 

It is necessary to include details about the culture and everyday life of the host country. 

They also need to focus on arrangements to enable international students to meet local 

students. Welcome receptions or orientation weeks are crucial to help with the integration 

of international and domestic students, and thus to avoid psychological issues such as 

isolation or loneliness, which they could face during their first days. For example, one 

relevant study indicates that international students suffer more psychological and social 

distress than domestic students (Ward, 2001). Cho and Yu (2015) agree that as a person 

identifies more with his or her group by experiencing more cognitive oneness and 

emotional belongingness to the group, he or she is more likely to feel psychological 

support from his or her group and emotional satisfaction. Student academic success is 

related to the appropriate adaptation of students to the university studies and university 

life (Michavila, García Delgado, Martínez, Merhi, Esteve, & Martínez Soto, 2012). 

Novera (2004) reports that academic success, in turn, enhances personal confidence and 

status, helping students to fit in; therefore, social adjustment is fundamental to academic 



91 

adjustment. In this sense, it is not only important to focus on services related to access, 

admission and academics. The social aspect of the mobility period needs to be tackled 

from the beginning of their stay, as well as community involvement and social networks.  

Some recommendations to foster an international student community in the strategy of 

the institution are: to connect international initiatives with the institution´s existing 

strategic priorities; to focus on continuous data-driven approaches to decision making; 

and to forge flexible coalitions with key campus stakeholders. In all cases, succeeding as 

an international educator means making a difference in students’ lives and therefore 

helping international students to thrive at their host university (Glass, Rachawan, & Buus, 

2015). Another recommendation is to collaborate with the international student 

community, which involves empowering international students to participate in open 

forums, be representatives at fairs, be responsible for the organisation of events, etc. 

Despite the growing sense that student services matter, very little research has been done 

to shed light on exactly what (non-) European degree and credit-seeking students desire 

and expect by way of support services.  

A series of recommendations was made in the WES report (Megha, et al., 2016): 

- Think beyond student graduations 

- Match recruitment efforts with available student support services 

- Enforce transparent communication about the costs of attending the institution, 

including the living cost in the locality 

- Assess the international student experience on your campus and develop a plan to 

improve services  

- Focus on improving career services to students 

- Involve faculties as much as possible 
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- Implement programmes to help reduce some of the sociocultural challenges – 

reduced feelings of social connectedness, loneliness and weak English language 

skills – that international students face 

All these endeavours might have an impact on the international experience of students 

and, therefore on their academics and students’ lives. The American Council on 

Education (2016), in their report on “Integrating International Students”, highlights four 

key methods to provide the best possible experience for international students: welcoming 

international students, adjusting services and programmes to meet their needs, facilitating 

interaction between international and other students, and assessing students’ experiences. 

In a study launched by Studyportals in 2014 about Key influencers of international 

students satisfaction in Europe, the authors recommend a series of actions to integrate 

local and domestic students. Some of the recommendations are related to mentoring 

programmes and a good university support service provision in administrative 

procedures, accommodation or removing bureaucracy as much as possible: 

- Provide a tutor or mentor as contact person for every international student. 

- Implement a buddy system to match new international students with current 

students to help them settle in. 

- Ensure that the international office is well organised and welcoming. 

- Provide language classes for international students if they do not already speak 

the local language. 

- Promote and support student associations. Through their activities, networks and 

services, they positively contribute to student satisfaction. The level of support 

from the institution often determines how active student associations can be. 
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The last recommendation refers to the promotion and support of collaborative services, 

in this case student networks (a deeper analysis of this type of collaborative service is 

conducted in the results section).  

 

1.3.1.1 Trends and Issues in International Student Services 

In this part, I focus on trends and main issues related to international student services 

(ISS).  ISS has been an evolving concept at some institutions of higher education, while 

it is regarded as a well-established practice at others. Although its definition might differ 

from country to country or organisational setup, institutions that host international 

students share one mutual goal: to support international students in their educational and 

cultural transition during their studies abroad.  

Recognising the potential impact on the students’ experiences and success, as well as 

recruitment and retention efforts, some institutions are becoming more intentional about 

equipping their ISS with the necessary resources and staffing needed to serve the complex 

needs of international students and help them develop global and intercultural 

competencies during their stay on campus and in the community (Ward, 2016).  

Although the structure of ISS might differ from institution to institution, and be organised 

in the form of centralised or decentralised services, it is tied to programmes and services 

provided to students in relation to their formal and informal education at the 

postsecondary level (Osfield, Perozzi, Bardill Moscaritolo, & Shea, 2016). According to 

the European Union’s Erasmus Impact Study (2014), the increase in the number of both 

inbound and outbound students has led to an increased awareness of the necessity of 

providing support services and streamlining administrative procedures. At many 

universities, this has in turn resulted in the establishment and further strengthening of 
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support services for international students. Providing support services does not only 

enhance the internationalisation vision of a university, but also has a potentially important 

role to play in terms of attracting and retaining international students (Kelo et al., 2010), 

as well as building momentum for the future recruitment of high-quality students. 

These trends have been identified and categorised in five major groups: (1) increased 

responsibility for providing immigration services to the international community on 

campus; (2) the importance of developing strong support through a collaborative 

programming and outreach model; (3) using key strategic communication strategies to 

maintain contact with international students; (4) the need for assessing international 

student satisfaction as a way to improve support services; and (5) the preparation for 

managing crisis and response to emergencies. 

Immigration and compliance  

ISS at university campuses often cover a full range of programmes and services 

dedicated to international students and scholars. Their staff members are 

primarily responsible for helping students adapt and acculturate to their new 

environment and also provide them with guidance on an array of issues, ranging 

from immigration and career advice to transportation and shopping in the local 

community. However, an increase in immigration regulations and federal 

compliance standards for international students around the world has put more 

emphasis on ISS staff and student advisors having extensive legal and regulatory 

knowledge (Wang, 2007).  

Collaborative programming and outreach 

Including and engaging international students in the larger campus community 

can add value and quality to an institution’s overall internationalisation efforts. 

In fact, “quality” in undergraduate education encompasses the whole student 
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experience (Burdett, & Crossman, 2012), taking into account not only the 

academic curriculum but also collaborative and engaging efforts on the campus. 

To that effect, ISS on many campuses play a vital role in creating a welcoming 

and an inclusive environment for these students though international 

programming and opportunities for cross-cultural engagement. In addition to 

serving the complex academic, social and cultural needs of international 

students, strategic programming and outreach initiatives can provide a platform 

for all students to develop intercultural competencies. Intercultural competence 

is defined by Deardorff (2011) as effective and appropriate behaviour and 

communication in intercultural situations. Collaborative programmes usually 

include orientations, cross-cultural activities, career advice, social gatherings, 

academic success workshops and field trips to explore the local community, to 

name a few. However, additional programming efforts require extra funding, 

resources and time. To overcome budget issues, some ISS offices actively seek 

opportunities to collaborate with campus offices, community partners, student 

organisations and volunteers on for initiatives that can also help them to reach a 

wider audience (Ammigan & Perez-Encinas, 2017 forthcoming). 

Effective communication support 

Because more university departments use social media and other communication 

platforms to reach, inform and connect with students in general, there is a need 

to determine the effectiveness of these efforts and strategies. To ensure that 

international students, scholars, employees and their families receive critical and 

timely information on their immigration status and opportunities to be involved 

in campus activities, it is important for ISS to dedicate more attention to how 
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messages are crafted, sent and received by their target audiences (Ammigan & 

Perez-Encinas, 2017 forthcoming). 

Assessing satisfaction with university support services 

The quality of the assistance and services provided can be a key factor and 

indicator of an institution’s strategic commitment to its campus 

internationalisation efforts. Moreover, because of the increasingly competitive 

and dynamic educational environment universities operate in, they have to be 

more aware of their students’ levels of satisfaction with their experience (Elliott, 

& Shin, 2002). In the context of ISS, there is also strong argument to be made 

for why universities need to better understand their students’ satisfaction with 

the support services they are provided with.  

Crisis and emergency response management 

It is not uncommon for international students to face crises during their university 

years in a foreign environment. These include but are not limited to culture 

shock, academic stress, financial pressure, family struggles, health concerns and 

other unexpected emergencies. It is also important for ISS staff to understand 

their institution’s legal responsibility and liability. Working with the university 

attorney, risk management, public safety, counselling services, and 

communication and media offices in advance can help them to prepare for 

unexpected situations. 

It is important to emphasise the complexity involved in providing an appropriate level of 

support services to meet the needs of that population. While this surge in numbers can 

result in an inevitable impact on the function of ISS, it also creates an opportunity for 

such offices to play a vital role in advancing inclusive excellence on their respective 

campuses. Therefore, providing adequate programmes and services to international 
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students is becoming central to the work of all student affairs professionals at the 

university, not just those who work in the international office (Ward, 2015). Through 

strategic and intentional programming and outreach initiatives, advisory services, 

assessment and feedback-oriented tools, and communication strategies, ISS can help 

engage and integrate their international students in all aspects of the university 

community as they achieve their personal, academic and professional aspirations.  

In the following paragraph, different types of services that universities can offer will be 

outlined, together with a brief description and a service classification. 

 

1.3.1.2 Services offered by universities 

In this section, a list of services that universities can offer is presented. The list has been 

compiled by merging data from several reports, papers and surveys. Some of them have 

been taken from the UNESCO Book titled “Student Affairs and Services in Higher 

Education: Global Foundations, Issues and Best Practices” (2009) by Ludeman, Hidalgo, 

Oste, & Wang, the ESNsurvey 2016, ISANA guide (2011), among others.  

Even though the students do not have the same needs (Choudaha, 2012), they might go 

through stages of the International Student Lifecycle, in which different needs might arise 

as “not all international students, or even those from the same country have similar needs” 

(Jones, 2017, p. 942). Therefore, service provision should be reviewed for each particular 

case (group, exchange programme or nationality). A comprehensive system and different 

provision of services will be favourable for all type of students in an inclusive campus 

without any discrimination. 
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Table 8 

Inventory of Support Services. Own compilation (2016) 

Service Description 

Admission Office The office that receives all applications of students 
(national or international) willing to start an academic 
period at the institution. That period varies depending 
on the length of the stay and type of application. In the 
case, of international student applications, they can be 
done through the international office itself. 

Administrative service Is formed by several staff and they help students with 
matters concerning their enrolment, schedule, records, 
etc. 

Academic 

advising/support 

Designated offices to support students with their 
curricula and study matters during the academic year. 

International Office Offices that organise everything related to the mobility 
of students. Can be divided into two subcategories: 
inbound and outbound. 

IT and system support IT offices are very important for students, who use their 
on-line resources to learn inside and outside the campus. 
For international students IT functionality is imperative 
so that they can communicate with family and friends. 

Counselling service Services that you can contact for advice. While there 
might be very little difference between international and 
domestic students in relation to the need for medical 
services, the challenges of relocation and the 
consequent risk of social isolation make international 
students more dependent on the institution’s 
counselling services (ISANA guide).  

Careers Advisory Service/ 

Employability 

A service that orientates students to the labour market 
by providing counselling, offers and specific trainings. 

Library A service accessible to all students with a particular 
interest in finding more literature for their studies or 
their own knowledge.  

Language Courses Courses provided to teach and improve the language 
skills of students.  

Buddy /Mentor system Established in many cases to provide host students with 
a practical and meaningful experience in intercultural 
communication that, in the process, will help them to 
understand concepts and theories covered in class and 
develop an understanding of their own intercultural 
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communication competence (Campbell, 2012). They 
also serve as a pathway for international students’ 
transition and adaptation to a new environment. 

Orientation & welcome 

activities 

These were identified by Kelo et al. (2010) as one of the 
most important support service areas for international 
students. They are also relevant for domestic students. 
These two services normally include information and 
orientation, integration activities with local students, the 
institution, and/or surrounding community, etc. 
Therefore, they can be relevant during the students first 
days on campus in order to integrate them into the new 
environment. 

Accommodation office An office or service provided by the university itself or 
by a provider to help students to find accommodation. 

Healthcare and safety A third of international students in UK indicate that they 
have used a university health centre or university-based 
health services. (UK guide) 

Campus engagement The opportunity to experience the cultures of the host 
university and country can be a powerful driver of 
choice among many international and domestic 
students. Several activities can be planned to produce 
this engagement within the university. 

Campus eating places Adequate provision of cafeterias and dining rooms with 
different food options, taking into account dietary and 
religious requirements. 

Student organisations Active and inclusive student unions are focal points of 
university life (UK guide). These are groups of students 
that help other students in various matters, mostly on a 
volunteer basis. The presence of and contact with a 
student association can help in the adaptation and 
integration process. Studies such as the ESNsurvey 
(2015) have explored international students’ 
satisfaction with student associations and have found 
that more than half of the respondents completely 
agreed or rather agreed that ESN activities helped them 
integrate into the community. Therefore, the presence 
of a student association such as ESN at the university is 
a benefit for international students. 

Disability office/ support Support for a special need that a student might have. 

Alumni service Alumni offices can play an important role with respect 
to networking for future job opportunities. According to 
the UK guide, a stronger engagement with alumni and 
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collaboratively working with alumni offices is an 
essential component of improving relationships with 
international employers.  

Emergency numbers A service to ask for help in emergency situations 24 
hours. 

Family support  A service for those who already have families and 
children and need to combine their family life with 
studies. 

Community services Volunteering can help students to engage with the 
community and enhance their soft and hard skills. 

Financial help services It is fundamental to provide students with accurate 
information about the living cost. Therefore, 
universities need to ensure that students and their 
families are well aware of the entire living cost (ISANA 
guide). 

Sports Sports and social activities, and the facilities that 
underpin them are important for many international 
students. They can also help to facilitate integration. 
(UK guide) 

Cultural adaptation Intercultural courses for the whole university 
community will lead into a better understanding of the 
various cultures that are present on an international 
campus. 

Students affairs 

assessment 

To assess and evaluate the students’ experience at the 
university. Satisfaction is relevant for the sound 
functioning of university support services. 

City offerings To offer students information about the city, activities, 
neighbourhoods. Also about the cultural offerings in the 
city and local environment. 

 

According to the literature, some universities provide a centralised support service office, 

while others divide the tasks between different services in different departments. A 

centralised model can be seen in American and Australian universities, while in Europe 

they have a more decentralised office systems.  

In the next part, all the kinds of services will be divided by typology. It is important to 

mention that the classification needs to be done by universities separately, because 
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services will be distributed depending on the university structure and policy, but there are 

some similarities within regions.  

 

1.3.1.3 Classification of services 

Depending on the university and the type of structure it has, one might encounter different 

types of services. Three types of student support services at universities can be identified: 

internal, collaborative and external.  

Internal services are those provided at an institutional level and internally at the 

university. For example: international relations office, libraries, admission office, etc. 

These services include fixed staff with dedicated tasks as part of their daily activity.  

External services are providers within a university who deal with issues that the university 

system does not cover. These types of services require collaborative work between 

internal and external staff. Some examples will be: accommodation services, student 

providers that attract international students, etc.  

Lastly, collaborative services are those carried out on a volunteer basis and mainly by 

students. In this case, they need a closer relationship with the institution to ensure a 

fruitful cooperation between both parties and ultimately to benefit the international 

students. They usually need to ask for institutional support to develop their tasks and 

activities. For example: volunteer students, field groups at university, etc. 

The proposed classification is illustrated in the figure below: 
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It is uncommon for all institutions to offer the same service provision. Some of them use 

more external service providers and some of them use more collaborative services. Either 

way, a good service provision can be done by using some or all types of services, either 

with or in a combination of a close cooperation between the institution, a collaborative 

network and/or an external supplier. 

Satisfaction with the service provided is important because it might enhance the 

international students’ experience and therefore satisfaction. Hence, in the following 

section, a few international student satisfaction tools that are commonly used by 

institutions worldwide are discussed.  

 

1.3.2 International Student Satisfaction  

According to the last report from i-graduate (2015), student satisfaction does not 

necessarily correlate with the quality of the programmes being taught. It also mentions 

that the analysis is intended to shed light on international student experience rather than 

course quality, which it is related to several support services for international students. 

In an effort to identify a group of providers that offer a survey instrument for assessing 

student satisfaction, I found that institutions used a variety of assessment tools that focus 

Classification of Services

Internal Collaborative External

Figure 2: Distribution of university services. Own compilation (2016) 
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on campus support services. The five tools that are most widely used to measure 

international student satisfaction are shown in the paragraphs below: 

International Student Barometer 

The International Student Barometer (ISB), developed by the company i-graduate 

International Insight company, is a tool that tracks and compares the decision making, 

expectations, perceptions and intentions of international students from application to 

graduation, including the scope of support services (i-graduate, 2015). It enables 

institutions to make informed decisions when attempting to enhance the international 

student experience and drive successful recruitment and marketing strategies. 

Ruffalo Noel Levitz 

Ruffalo Noel-Levitz is a survey for international students only in the U.S., in which 

they are asked to rate their satisfaction with key areas of student life and learning, as 

well as the importance of each of these issues (Noel-Levitz, 2015). The data reveals 

what these students value and how they compare to domestic students. These results 

can help campuses to not only understand how to attract international students to their 

institutions, but also how to keep them satisfied and guide them to graduation. 

Studyportals 

StudyPortals is an online global study choice platform. The first priority of its 

administrators is to have the most comprehensive information on study opportunities 

all over the world. It has analysed the satisfaction of international students and provides 

unique insight into what students think about studying abroad, gained by reviewing the 

comments made by international students on the student experience exchange platform. 
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National Survey of Student Engagement (NSSE) 

The NSSE survey, launched in 2000 and updated in 2013, assesses the extent to which 

students engage in educational practices associated with high levels of learning and 

development (NSSE, 2015). The questionnaire collects information in five categories: 

participation in dozens of educationally purposeful activities; institutional requirements 

and the challenging nature of coursework; perceptions of the college environment; 

estimates of educational and personal growth since starting college; and background 

and demographic information. 

QS Student Satisfaction 

The QS Stars university rating system (QS Top Universities, 2015) evaluates an 

institution against more than 50 indicators and awards universities between one and 

five + stars for each of eight broad fields, as well as an overall rating. One of the 

indicators measures overall student satisfaction with the university, as well as its quality 

of teaching. 

On a national level, governments across the world have launched initiatives to assess and 

evaluate the quality of education. The Australian Department of Education, Employment 

and Workplace Relations, in partnership with the International Education Association, 

carried out a project as part of the Study in Australia 2010 initiative. The aim of the project 

is to formulate principles of good practice for enhancing international student experience 

outside the classroom.  

As I have seen, there are some assessment tools to evaluate the satisfaction of 

international students but there is not a commonly used one. Moreover, many universities 

use a survey tool developed in-house, which is not always accessible or validated, but it 

can be of great relevance to the institution’s strategy and to understand international 

students’ needs and satisfaction with the service provided. 
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Another type of service is the one that organisations around the world offer to help support 

services nationally and internationally. Some of the active organisations the advocate for 

better support services for international and national students are described in the next 

and final section of this chapter. 

 

1.3.3 Organisations around the world offering support services for international 

students 

There are several non-profit organisations or associations in the world providing services 

and advocating for better support services for students and international students. Other 

resources for services can be private service providers. For the purpose of this 

dissertation, the focus is on services offered by universities internally and by 

collaborations with other organisations or institutions. Some of the organisations listed 

below have a global focus, but many of them act mainly in the national context: 

IASAS (International Association of Student Affairs and Services) 

IASAS is a non-profit international organisation that started out as an informal 

network of higher education professionals around the world working in the area 

of student affairs and services. It operates at a global level and aims to provide 

and encourage enhanced communication and support for its members, for 

example by: sharing good practice; facilitating internships and exchanges; 

organising conferences and workshops; and supporting the global community in 

building new and better organisational structures for the delivery of student 

affairs and services. 

As an organisation, IASAS acts as a global advocate for: students engaged in 

higher education; student affairs and services practitioners; and for the profession 

itself. By doing so it is: (1) providing a global platform for improving multi- and 
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intercultural communication and understanding; (2) strengthening and 

diversifying cooperation between individuals and organisations working in 

student affairs and services worldwide; (3) promoting both the profession itself 

and the welfare of students at an international level through advocacy with 

governmental and higher education organisations; and finally (4) providing 

consultation and advisory services for government organisations, university 

leaders, student services staff and graduate students. (information gathered in 

IASAS website(http://iasas.global/), 2016). 

NASPA (Student Affairs Administrators in Higher Education) 

NASPA is the leading association for the advancement, health and sustainability 

of the student affairs profession. It provides programmes, experiences and 

services that cultivate student learning and success in concert with the mission 

of colleges and universities. It was established in 1918 and founded in 

1919. NASPA is comprised of more than 15,000 members in all 50 states, 25 

countries, and 8 U.S. Territories. Its mission is to be the principal source of 

leadership, scholarship, professional development and advocacy for student 

affairs (information gathered in NASPA website (https://www.naspa.org/), 

2016). 

ECSTA 

ECSTA is the European Council for Student Affairs. It is an independent and 

autonomous umbrella organisation that aims to promote the social infrastructure 

at all higher education institutions of Europe. ECSTA was established as result 

of growing cooperation between student services organisations in Europe. 

ECSTA’s vision is a European higher education area with strong student service 

http://iasas.global/
https://www.naspa.org/
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organisations, providing quality services for the social and economic wellbeing 

of all students, respecting diversity and learning from each other. 

To turn this vision into reality, ECSTA’s missions are: 

- To promote the social infrastructure within higher education institutions 

- To promote cooperation between organisations responsible for this sector  

- To be a contact and advisory body for the European Commission, European 

Council of Ministers and international , such as UNESCO, Council of Europe, and 

others 

(information gathered in ECSTA website (http://ecsta.org/), 2017) 

CNOUS 

CNOUS is the national student-services agency in France. CNOUS serves 

students in the following areas, among them food service, housing, grants, social 

and cultural programmes, and international travel and awareness. (information 

gathered from CNOUS website (http://www.campusfrance.org/en/site/cnous-

national-student-services-agency), 2016) 

Studentenwerke 

This is an umbrella student services organisation in Germany and is the guarantor 

of the German higher education system. It offers support and advice to some 2.2 

million students at more than 300 higher education institutions in about 200 

locations and takes care of social, economic, cultural and health matters. It makes 

a key contribution to increased equal opportunities in higher education, helps 

to improve the framework conditions for studying, thereby making studying 

more efficient, helps higher education institutions to develop their profiles and 

provides equivalent services for all students, regardless of the size, type or 

http://ecsta.org/
http://www.studentenwerke.de/
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location of the higher education institution. (information gathered from 

studentenwerke website (http://www.studentenwerke.de/), 2017) 

ISANA 

ISANA is the representative body for professionals in Australia and has a sister 

organisation, ISANA New Zealand. Both work in international student services, 

advocacy, teaching and policy development in international education. 

Mission Statement  

ISANA: International Education Association is an association of Australian and 

New Zealand international education professionals whose members are 

dedicated to the advancement of international education through leadership, 

promotion and advocacy of best practice standards in the service of international 

education by facilitating the relevant forums, training and information exchange 

for its membership and the community; and by working in partnership with 

stakeholder organisations, including international students, educational, 

government, business and community groups 

Objectives  

ISANA aims to assist those who are directly and professionally engaged in the 

provision of international education services. It does this by (1) providing a 

means for the exchange of information and networking; (2) facilitating the 

professional development of members; (3) building links with associated 

organisations locally and overseas; and (4) by recognising the interests and rights 

of international students in Australia and New Zealand. (information gathered 

from ISANA website (http://www.isana.org.au/), 2016) 

 

http://www.studentenwerke.de/
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1.3.4 Conclusion 

The aim of this dissertation is to gain insight into support services for international 

students. Last section of this chapter comprised an examination of trends and issues on 

ISS globally, an identification of the various services offered by a university, a rational 

list of support services and a classification of all of them according to the existing 

literature and the author’s interpretation. This researcher supports the idea that good 

service provision will enable institutions of higher learning to attract and retain more 

international (degree-seeking or credit-mobility) students – whatever their period of stay. 

For that reason, it is relevant to compare the satisfaction of international students with the 

aforementioned services and also with their stay in general in relation to the stages of the 

International Student Lifecycle. No differentiation is made in this study with respect to 

international student typology; the focus is mainly on credit-mobility students, because 

as Europe is my primary focus. While I agree that “not all students are the same”, I also 

hold that “not all students have the same needs”, because each student is influenced by 

different push and pull factors in their decision making during the mobility process. 

In fact, all information gathered during the literature reviewed has enabled me to partially 

answer the research questions. Therefore, an empirical study is needed to cover the gaps 

found in the literature review. Some of the gaps identified are the insufficient research 

done on support services and international students’ needs, as well as a review of all 

stages of the International Student Lifecycle. I believe that it is important to hear the voice 

of all stakeholders at universities, in order to provide a better international student 

experience. Therefore, I propose an empirical study on the topic of host university support 

services, where voices from staff members, student associations and international 

students are heard.  
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In the next chapters I introduce the research questions and methodology, and disclose a 

series of results acquired by gathering the views of all the stakeholders that play an 

important role in the internationalisation of the institutions and also in the provision of 

support services: international students, staff members and student associations.  

 

  



 

 

 

 

CHAPTER 2: METHODOLOGY 
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CHAPTER 2: METHODOLOGY 

The main research objective of the dissertation is to identify international students’ needs 

when they go abroad in relation to service provision, to identify the stakeholders involved 

in this process and to analyse student satisfaction with their stay abroad. A review of the 

literature revealed that this specific part (host university support services and international 

students ‘needs) of the internationalisation of higher education that related to service 

provision of universities has not been yet deeply analysed.   

For that purpose, I address three central research questions:  

(RQ1) What are the needs of international students when they go abroad? 

(RQ2) Do student associations play a role in service provision and campus integration 

of international students?  

(RQ3) How does the provision of services impact student satisfaction? 

 
These research questions lead us to understand and address these three main questions 

from a broader and extensive point of view by using primary and secondary data on the 

personal views of international students, staff members and other important stakeholders 

at universities.   

 

2.1 Approach to Central research questions  

Three main research questions are presented. The first one relates to international 

students’ needs and service provision: (1) What are the needs of international students 

when they go abroad? Due to the fact that there are different types of international 

students and different stages of their International Student Lifecycle, I will also attempt 

to answer a related question: Do international students have differing needs depending 
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on factors such as level of study or type of study? The second research question relates to 

international students’ integration and the role of student associations: (2) Do student 

associations play a role in service provision and campus integration of international 

students? The third research question focuses on provision of services and its impact in 

student satisfaction (3) How does the provision of services impact student satisfaction? 

The central research questions were answered by using a mixed-method design. Three 

research methodologies and sets of data were used. Firstly, probabilistic topic modelling 

algorithms were used, with the data coming from a large database (containing more than 

73,000 reviews) in which international students had expressed their opinions about their 

stay abroad on a series of services. Secondly, statistical analyses were conducted in order 

to analyse quantitative data from international students who have been abroad and replied 

to the ESNsurvey 2016 questionnaire on The International-friendliness of universities. 

Thirdly, focus groups were assembled in order to collect the perceptions of three primary 

stakeholders identified within higher education institutions in relation to service provision 

and international students’ experiences: staff members, student associations’ volunteers 

and international students. A more comprehensive explanation of it is provided below. 

The findings are presented in two chapters covering all proposed topics, together with an 

explanation of the data used and a short introduction to the method in each case. In 

Chapter 3, titled International Student Experience, the focus is on services and needs 

that international students have when they go abroad in relation to different levels of study 

(bachelor and master) and type of mobility (credit and degree mobility). In Chapter 4, 

titled Perceptions on service provision and satisfaction with stay abroad, the focus is on 

the role of student associations in the provision of services for international students and 

general findings on international students’ satisfaction with the most needed services. 
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2.1.1 Sub-questions 

The central research question for Chapter 3 reads as follows: 

(RQ1) What are the needs of international students when they go abroad? 

Eleven possible factors that affect the needs of students when they go abroad were 

identified in the literature. Their relevance will be tested. The first group of sub-questions 

relates to various services offered by universities. It was important to identify this set of 

services in order to identify areas of improvement and areas of best practice. For a better 

understanding of international students’ needs in terms of service provision, two sets of 

data were used: (1) data from a set of categories identified by Studyportals in 2014 about 

Key influencers of international students satisfaction in Europe, which international 

students commented on. These categories were: city offerings, academics, university 

services, social life, personal and professional development, surroundings, cost and 

overall topics (Van der Beek & van Aart, 2014). These categories were described in 

section 1.3 of the literature review, titled Support Services on demand when the inventory 

of services was introduced. Five of them were chosen for the purposes of this study, 

because they related directly to the research aims: city offerings, academics, university 

services, social life and cost. Most of the aforementioned categories were also tested with 

another (2) dataset from the ESNsurvey, 2016 and its report on “How international 

friendly your university is”, in which an inventory of services was created to identify the 

availability of host university support services. To my knowledge, the proposed dataset 

is unique; no other study has applied it to the proposed triangulation method. Furthermore, 

while the focus is on the European region, data from international students worldwide 

was also used. This enabled the researcher to draw comparisons and to better understand 

the topic globally.  
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The next step was to test the importance of the factors flagged by the literature as 

important in influencing international student needs against the data from the two surveys 

mentioned above. An analysis was conducted for each factor to determine whether it was 

a common need or a need of international students specifically. For this purpose, a 

question was designed for each factor: 

(1)  Are city offerings a common need for international students? 

H1- City offerings are a common need for international students. 

H2- City offerings are not a common need for international students.  

(2) Are academic services a common need for international students? 

H1 – Academic services are a common need for international students. 

H2 - Academic services are not a common need for international students.  

(3) Are university services a common need for international students? 

H1 - University services are a common need for international students. 

H2- University services are not a common need for international students.  

(4) Are social life services a common need for international students? 

H1 – Social life services are a common need for international students. 

H2- Social life services are not a common need for international students.  

(5) Are financial help services a common need for international students? 

H1 – Finance help services are a common need for international students. 

H2 – Finance help services are not a common need for international students.  
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(6) Are language services a common need for international students? 

H1 – Language services are a common need for international students. 

H2- Language services are not a common need for international students.  

(7) Is the existence of a student association a common need for international 

students? 

H1 – The existence of a student association is a common need for international 

students. 

H2- The existence of a student association is not a common need for 

international students.  

(8) Are welcoming services a common need for international students? 

H1 – Welcoming services are a common need for international students. 

H2 - Welcoming services are not a common need for international students.  

(9) Are other services such as cafeterias / health centre / emergency numbers a 

common need for international students? 

H1 – Other services such as cafeterias/ health centres / emergency numbers are 

a common need for international students. 

H2 - Other services such as cafeterias/ health centres / emergency numbers are 

not common need for international students. 

The analysis of each factor discloses whether that factor is a common need for 

international students when they go abroad. 

This facilitated an understanding of service provision and the needs of international 

students. However, it was also important to analyse the assumption that the need for 
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support services might vary depending on the international student type and level of 

studies. For that reason, two more factors were tested:  

 (10) Do degree-seeking students have different needs to credit-mobility 

students or not? 

H1- Degree-seeking international students have different needs to credit-mobility 

international students 

H2 - Degree-seeking international students have the same needs as credit-mobility 

international students. 

(11) Do bachelor international students have different needs to master 

international students? 

H1- Bachelor international students have different needs to master international 

students 

H2 - Bachelor international students have the same needs as master international 

students. 

The second main research question was addressed in order to gain a broader 

understanding of the data and the service provision situation at universities. Previous 

reports had identified a lack of integration of international students on campus. 

Consequently, considering the views of staff and faculty members together with the views 

of student volunteers on this particular topic motivated this researcher to interpret the data 

from different perspectives. The results for the second and third research questions, 

presented in Chapter 4, relate to the role of student associations in providing integration 

on campus. The question was formulated as follows: Do student associations play an 

important role in the service provision and integration on campus? The third research 
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question reads: How does the provision of services impact in student satisfaction? (In 

other words, the provision of services in relation to international students’ satisfaction.) 

To analyse the data presented in Chapter 4, five sub-questions that needed to be tested 

were identified. The data were gathered from focus groups held at two European 

universities: Universidad Autónoma de Madrid (UAM from now) located in Spain and 

Università Cattolica del Sacro Cuore (UCSC from now) located in Milan (Italy) with 

various stakeholders: staff members, student association volunteers and international 

students.  

The rationale behind choosing these two universities was both practical and theoretical. 

The practical reasons included accessibility, possibility and personal interest. The 

theoretical reasons were related to the strong relationship between the two Southern 

European countries (Spain and Italy) and because both are at the heart of the Southern 

European mobility frame and therefore occupy high positions on the list of the most 

popular destination countries. Moreover, the synergies in mobility numbers and 

cooperation programmes between the two countries at university level are also strong.  

For instance, Spain occupied the first position, as receiver (39,277 students) and sender 

(37,235 students) country, and Italy held the fifth and fourth position as receiver (20,204 

students) and sender (26,331 students) country respectively, in the academic year 2013-

2014 (European Commission, 2015).  

Another important factor is the synergies that the two countries share. According to 

statistical data provided by Universidad Autónoma de Madrid, the number of outgoing 

students in the academic year 2015/16 was 801 ERASMUS students. In fact, 22.3% of 

the outgoing students decided to go to Italy on ERASMUS programmes. Similar data 

shows that the 26% of the incoming students coming to UAM were also Italians or came 

from Italian universities. The total number of UAM incoming students is approximately 
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1,269, where 836 are ERASMUS. At UCSC the incoming numbers are similar to UAM. 

The Italian institution states that it receives about 650 students per semester, thus 1,300 

in total. Indeed, UCSC receives a more diverse group of international students, while the 

ERASMUS students are not predominant. Their total mobility data indicate that only 304 

are ERASMUS students and 26.64% of them are Spanish students1. 

Therefore, both institutions share similar mobility patterns. Also the size and typology of 

the two institutions made the comparative study more interesting, because it made it 

possible to identify some similarities in the two institutions, even though one is public 

and the other one is private. UAM is a public university with mainly international students 

coming from the ERASMUS programme, while UCSC is a private university in which 

the variety of international students is broader than at UAM and the provision of services 

therefore differs, because UCSC does not often welcome ERASMUS students but rather 

other types of students for credit and degree mobility.  

The next part comprises a general description of the two institutions: 

General description of Universidad Autónoma de Madrid 

Universidad Autónoma de Madrid (UAM) is a public university with an outstanding 

international reputation for its high-quality teaching and research. Founded in 1968, it 

has been generally recognised as one of the best Spanish universities in both national 

and international rankings. UAM has seven faculties. It currently has about 30,000 

students, 1,446 of which are international students. Moreover, UAM has 2,900 

professors and researchers and nearly 1,000 administrative staff. UAM has a 

distinguished reputation in research: in 2009 it was awarded the recognition of 

“Campus of International Excellence UAM+CSIC”, a joint project with the Spanish 

                                                           
1 Data were provided by the International Offices of both institutions on March, 2017 
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National Research Council (CSIC). Information has been gathered in the following 

webpage http://www.uam.es  

General description of Università Cattolica del Sacro Cuore 

The Università Cattolica del Sacro Cuore, known as UCSC, is a private Italian research 

university founded in 1921. The UCSC is the largest private university in Europe and 

the largest Catholic University in the world. Its main campus is in Milan, Italy with 

some other campuses in Brescia, Piacenza-Cremona and Rome. The University is 

organised into 12 faculties and has 29,000 faculty members. It has a student population 

of 41,000 students and 3,100 of them are international. It also has 600 international 

connections. UCSC has been granted five stars by QS Stars, a global university rating 

system, in the following fields: employability, teaching, facilities and engagement. 

Information has been gathered in the following webpage http://www.ucsc.it/about-

university-history 

In addition to the analysis of the focus group interviews at these two universities, 

international students’ satisfaction will be measured with a set of data from the 

ESNsurvey 2016, which hosts university support services and analyses how international 

friendly universities are. Therefore, there are two main research areas for this part: 

(1) To determine international students’ satisfaction with the provision of support 

services. In order to do that, a set of variables that were provided by the ESNsurvey 

report published in 2016 were selected. They will disclose the major problem areas 

for international students regarding support services in higher education institutions.  

(2) To test the role of student associations in providing integration opportunities for 

international students in the opinion of different stakeholders in the 

https://en.wikipedia.org/wiki/Private_university
https://en.wikipedia.org/wiki/Research_university
https://en.wikipedia.org/wiki/Research_university
https://en.wikipedia.org/wiki/Europe
https://en.wikipedia.org/wiki/Catholic_University
https://en.wikipedia.org/wiki/Milan
https://en.wikipedia.org/wiki/Italy
https://en.wikipedia.org/wiki/Brescia
https://en.wikipedia.org/wiki/Piacenza
https://en.wikipedia.org/wiki/Cremona
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internationalisation process of international students: staff members, student 

association volunteers and international students’ themselves.  

The first sub-question to be tested refers whether international students have different 

needs depending on the stage they are at, or not. 

(12) Do the needs of international students differ for each stage of the 

International Student Lifecycle? 

H1 - International students have different needs depending on the stage they are 

at. 

H2 - International students have common needs regardless of the stage they are 

at. 

The next sub-question is related to the role of student associations in the integration of 

international students: 

(13) How is the role of student associations in providing integration at university 

perceived by staff members, international students and student volunteers? 

H1 - Student associations play an important role in the integration of 

international students at university 

H2 - Student associations do not play an important role in the integration of 

international students at university 

Finally, sub-questions on general satisfaction were tested, with the general provision of 

services and the major problematic areas for international students. 
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(14) Do international students have major problem areas with host university 

support services? 

H1 – International students encounter major problem areas with host university 

support services 

H2 – International students do not encounter major problem areas with host 

university support services 

(15) Do the provision of services increase student satisfaction? 

H1 - The greater provision of services increases student satisfaction 

H2 - The greater provision of services does not increase student satisfaction 

(16) Are major problems correlated with international student satisfaction? 

H1 - Major problematic issues with service provision affect the general 

satisfaction of international students  

H2- Major problematic issues with service provision do not have any correlation 

with the general satisfaction of international students  

 

2.2 Methodology  

A mixed methodology combining quantitative and qualitative analyses of data is used in 

this study. The most common and well-known approach to mixed methods is the 

triangulation design (Creswell, Plano Clark, Gutmann, & Hanson, 2003). It involves the 

collection and analysis of quantitative and qualitative data. Normally, the researcher 

merges two datasets to finally bring the final results together in the interpretation analysis 

(Creswell, 2013). In order to answer my research questions and sub-questions, it seemed 

appropriate to use a mixed methodology that contains methods such as: content analysis 

through topic modelling algorithms, focus groups and a quantitative data base from which 
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descriptive statistics will be used to explain the satisfaction of international students with 

support services. The different types of datasets come from primary and secondary 

sources, as can be seen in the table below. Sample numbers are included in table 8 below. 

Table 9 

Sources of data for this research. Own compilation (2016) 

Primary source Secondary source 

Focus Groups (n= 44): 

- International students (n=17) 
- Staff members (n=12) 
- Student volunteers (n=15) 

Reviews of international students from the 
STeXX database  

(n=73,715) 

ESNsurvey questionnaire (n= 12,365)  

 

For a comprehensive analysis, a triangulation methodology was used. Triangulation is 

defined as a method that involves using multiple data sources in an investigation to 

produce understanding. Triangulation brings robustness to the results and strengthens a 

study by combining results (Patton, 2001). It is also defined as a method of validation or 

verification; qualitative researchers generally use this technique to ensure that an account 

is rich, robust, comprehensive and well developed. It is not intended to be a method to 

just compare quantitative versus qualitative, but to focus and combine different resulting 

strengths (Patton, 2001). After using triangulation as a method, a triangulation design-

convergence model was compiled in which both types of data were given equal emphasis 

and the two sets of results converged during the interpretation. The intent was to draw 

valid conclusions about a research problem in the results part (Creswell, 2013).  

Next part focuses on describing the methodology and the sample for each dataset.  
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2.2.1 Description of methodology: Content analysis through probabilistic topic 

models  

Content analysis is a research technique that is used to make replicable and valid 

inferences by interpreting and coding textual material (Krippendorff, 2004). Content 

analysis as a research method is a systematic and objective means of describing and 

quantifying phenomena (Downe‐Wamboldt, 1992; Krippendorff, 2004). In other words, 

it allows the conversion of qualitative data into quantitative data. Content analysis is a 

class of research methods at the intersection of the qualitative and quantitative traditions 

(Duriau, Reger, & Pfarrer, 2007). It is promising for the rigorous exploration of many 

important but difficult-to-study issues of interest for organisational researchers in areas 

as diverse as business policy and strategy, managerial and organisational cognition, 

organisational behaviour, human resources, social-issues management, technology and 

innovation management, international management and organisational theory (Duriau et 

al., 2007). Content analysis is also known as a method of organised documents (Elo & 

Kyngäs, 2008). Therefore, part of the dataset was subjected to a content analysis method 

in order to analyse the wide qualitative dataset on international students’ reviews. In the 

next paragraph the type of content analysis methodology that was used, called topic 

modelling, is described. 

 

2.2.1.1 Topic modelling 

As stated before, due to the big dataset used, I decided to use a methodology that enabled 

me to analyse large amounts of data. This was an adequate technique that helped me to 

discover the most prevalent words of a big corpus. According to Kirschenbaum (2007), 

researchers have been forced recently to employ new techniques when looking for hidden 
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structures in large numbers of texts. There are many different methods and techniques 

that can be used to analyse big datasets and for text mining.  

Various methods are available for text mining. Text mining is a method that has been 

developed within the social sciences “in a haphazard manner” (Ignatow & Mihalcea, 

2016, p. 104). According to Bauer, Süerdem and Bicquelet (2014, p. xxxvi) they consider 

that text mining is a quantitative methodology focused “on inductive generation of 

categories of clusters of words with automatic pattern detection techniques for getting the 

structure of the text from inside the material.” Probabilistic topic modelling is one of these 

text mining methods, providing “a way of identifying patterns in a corpus” (Brett, 2012, 

p. 1). This facilitates distant reading, because it deals with corpora (not with isolated texts) 

looking for a hidden structure constructed upon a basic element called a topic. A topic is 

“a recurring pattern of co-occurring words” (Brett, 2012, p. 1).  

Even though there are very different textual analysis methodologies, the burgeoning 

approach of probabilistic topic modelling has interesting aspects for three main reasons: 

it is an unsupervised approach, it is explicit and inductive (the researcher can discover the 

hidden structure of the corpus without imposing any priors on the process) and, lastly, it 

recognises the relational feature of meaning (terms can vary in meaning if they are 

analysed in different contexts) (DiMaggio, Nag, & Blei, 2013).  

The basic probabilistic topic model is the so-called Latent Dirichlet Allocation (LDA) 

(Blei, 2012). LDA assumes that any text is the result of a probability distribution over 

sets of words (called topics). The LDA supposes that any text’s words are generated in 

two successive stages: first, through the random selection of a topic among a distribution 

over the topics, and then randomly pick up a word from the topic (Griffiths & Steyvers, 

2004). Therefore, LDA is a statistical model that can solve the problem of “discovering 

the set of topics that are used in a collection of documents” (Griffiths & Steyvers, 2004). 
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Applying LDA to the corpus of students’ perceptions made it possible to find their 

prevalent words. These words indicated the dominant issues within the discourse in terms 

of what the students’ perceptions were of their abroad experience. MALLET 2.0.7 

(Machine Learning for LanguagE Toolkit, McCallum, 2002) was used to run an LDA 

analysis on my data. MALLET is open source software designed to enable text 

classification and information extraction. Researchers using MALLET must feed the 

algorithm a predetermined number of topics, “looking for a distribution of topics in 

documents that does not clump too heavily” (Graham & Blades, 2012). The literature 

suggests picking up a short number of topics when the dimension of the dataset is similar 

to the one I was working with (Blei & Lafferty, 2009; Griffiths & Steyvers, 2004; 

Rodriguez-Pomeda & Casani, 2016) Therefore, I selected 20 topics for each analyses. 

MALLET then generated documents with the higher topic probabilities, which were are 

interpreted by the researcher. Thus, any acceptable interpretation of the topic model’s 

results is based on the researcher’s appreciation of the semantic coherence of the words 

within a topic (Chang, Boyd-Graber, Wang, Gerrish, & Blei, 2009).  

I then issued a descriptive label for each of the topics with higher probabilities. The data 

will be represented with a graphic representation tool. In the next part the data collection 

and sampling methods will be outlined, ending with the purpose and use of the graphical 

representation tool.  

 

2.1.1.2 Data Collection 

The data came from the extensive StudyPortals database and their platform STeXX. 

STeXX is a social platform on which students share their study abroad experiences and 

review their university. It is an initiative of StudyPortals together with a group of 

renowned international student associations such as AEGEE (Association des Etats 
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Généraux des Etudiants de l’Europe), ESN (Erasmus Student Network), ESTIEM 

(European Students of Industrial Engineering and Management), and SIU (The 

Norwegian Centre for International Cooperation in Higher Education). STeXX is 

supported by the European Commission and the author has signed an agreement with 

StudyPortals B.V. (www.StudyPortals.com) allowing the use of its STeXX data for 

academic research purposes only. The collection of students’ perceptions started in 2011. 

Data were collected from 2011 until end of 2014. 

 

2.1.1.3 Sample  

The dataset used for the current study comprised 73,715 reviews written by international 

students from 167 countries. All the reviews were checked and processed to eliminate 

mobility within the same country, datasets in languages other than English, and stop 

words; stop words are those very common words (such as conjunctions or articles) that 

do not add a relevant content to the analysis (DiMaggio, Nag, & Blei, 2013) and must be 

removed to compile a LDA model; as a result I worked with a database of 59,662 reviews. 

A label code was created by the author from the resulting groups of words from each 

topic. The code name “proposed label” applies to a dataset of words, as can be seen in the 

findings table. 

 

2.2.1.4 Graphic representation  

For a better understanding and visualisation of the data, I presented them graphically with 

a social network analysis tool, Gephi. This is open source software for graph and network 

analysis. It is a flexible and multi-task architecture and brings new possibilities to work 

with complex datasets and produce valuable visual results (Bastian, Heymann, & Jacomy, 
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2009). GEPHI also allows the identification of students’ perception files groupings 

through the finding of similar composition patterns in those groupings. That is, two files 

are linked if both of them show the same main topic with similar probabilities. The whole 

network can be partitioned according to those groupings. The quality of the partition of a 

network can be measured with the modularity. This is a scalar comprised between -1 and 

1 that reflects the density of links inside groupings related to the links between groupings. 

(Blondel, Guillaume, Lambiotte, & Lefebvre, 2008, p. 2). Modularity’s positive values 

state a quality of the partition better than negative ones. The graphic representations of 

the main findings are presented in Chapter 3.  

 

2.2.2 Description of methodology: Focus groups 

Focus groups were the second method used for further analyses. Focus groups have three 

main uses in social sciences research: (1) they are a self-contained method in studies for 

which they serve as principal sources of data, (2) they can be used as supplementary data 

source, and (3) they are also used in multi-method studies, in which two or more means 

of gathering data are used (Morgan, 1996). For the purpose of this study, focus groups 

were used in combination with two more methods; thus a multi-method approach was 

adopted, whereby focus groups played an important role in eliciting the perspectives and 

opinions of different stakeholders inside universities.  

The primary data was collected by gathering together groups of people who had a close 

relation to the topic of study. The focus groups were conducted to provide a qualitative 

framework to gather information about different stakeholders at universities: staff 

members, international students and international students’ volunteers. This method 

allows participants to respond directly and spontaneously to share their personal 

experiences and comments about the topic. Focus groups are group discussions that are 



130 

arranged to examine a specific set of topics (Kitzinger, 2003). The task of the group 

interviewer is not to conduct interviews simultaneously but to facilitate a comprehensive 

exchange of views in which all the participants are able to speak their minds and to 

respond to the ideas of others (Walker, 1985). The facilitator should give enough 

confidence in the group and should have skills to moderate and create a rapport before 

the discussion starts. The researcher created a protocol (see annex 1 and 2) to conduct the 

focus groups appropriately and in an orderly manner, as well as a short questionnaire to 

gather personal data to gain an understanding of the participants’ profile. Thanks to this 

short questionnaire I can understand better the profile and work of the participants in 

relation to the aim of the study. Additionally, the questions posed were doubled checked 

by peers in the field.  

The target groups were staff members responsible for the internal services offered at 

universities, student volunteer members representing the collaborative services and 

international students, the main stakeholders in the focus groups and study. The 

participants gathered together to discuss a specific issue with the help of the moderator in 

a particular setting in which the participants felt comfortable enough to engage in a 

dynamic discussion for one or two hours (Liamputtong, 2011). Each focus group took 

about one hour, including greetings, instructions and conclusions. In order to guarantee 

confidentiality, participants’ names have been left out as well as some explicit references 

to different offices. 

 

2.2.2.1 Data collection 

A series of focus groups were assembled at two European universities: Universidad 

Autónoma de Madrid, Madrid, Spain and Università Cattolica del Sacro Cuore, Milan, 

Italy. The series of focus groups was composed of six in-depth sessions, three per 
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university, between March 2015 and June 2016 (See annexes 3 to 8). Normally, three to 

five focus groups is adequate for saturation (Morgan, 1996). The focus groups were 

organised with the help of the International Relations Office of both institutions. 

Methodologically, focus group interviews involve a group of 6–8 people who come from 

similar social and cultural backgrounds or who have similar experiences or concerns 

(Liamputtong, 2011). When organising the focus groups, several factors were taken into 

consideration: preferably small groups with active and interested participants (Morgan, 

1996). In this case, our focus groups included active and interested participants with an 

average of five to ten participants. All the focus groups were double audio- recorded and 

transcribed by the researcher one or two days after the focus group took place. The 

researcher was not only asking the questions but also taking notes of the most relevant 

aspects of the discussion. In order to triangulate and compare all the information coming 

from different perspectives, three groups of stakeholders were involved: international 

students, university staff members and volunteer students belonging to a student network.  

 

2.2.2.2 Sample 

Before contacting the participants, research was conducted in order to identify who the 

main actors were in providing services (internal, external or collaborative) at both 

institutions. Three main stakeholders were identified: (1) international students, (2) staff 

members that work closely with international affairs and, (3) student association 

volunteers working with international students. In the case of the student associations, a 

total number of four were identified, two in each institution: 

- Universidad Autónoma de Madrid: ASOEX (Asociación de Estudiantes e 

Investigadores Extranjeros de la UAM) and Erasmus Student Network 

- Univesità Cattolica del Sacro Cuore: Erasmus Student Network and ESEG 
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After checking this information with the International Relations Office, all the student 

associations for international students were contacted. The ESEG members could not 

attend the focus group because there were not enough members this year and some of 

them were graduating, so the continuity of the association was uncertain. Thus, focus 

groups with student association volunteers were developed within two main groups: 

ASOEX and Erasmus Student Network (where both institutions have representation). 

The next six tables represent the sample of each group together with the profile of the 

participants. The data gathered for the volunteer students’ profiles were as follows: home 

university, gender, age, home country, exchange experience, participation in a student 

network.  

Table 10 

Volunteer students profile. Focus group 1. Student associations: Università Cattolica 

del Sacro Cuore 

 Student 

Association 

Gender Age Home 

Country 

Have you 

been on 

exchange?  

Did you join 

the network 

after your 

exchange? 

1 Erasmus Student 

Network 

F 21 Italy ERASMUS 
programme 

Yes 

2 Erasmus Student 

Network 

M 22 Italy ERASMUS 
programme 

Yes 

3 Erasmus Student 

Network 

F 23 Italy ERASMUS 
programme 

Yes 

4 Erasmus Student 

Network 

F 25 Ukraine No  No 

5 Erasmus Student 

Network 

F 25 Italy ERASMUS 
programme 

Yes 

6 Erasmus Student 

Network 

F 26 Italy ERASMUS 
programme 

Yes 
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Table 11 

Volunteer students profile. Focus group 1. Student associations: Università Cattolica 

del Sacro Cuore 

 Student 

Association 

Gender Age Home 

Country 

Have you 

been on 

exchange?  

Did you join 

the network 

after your 

exchange? 

1 Erasmus Student 

Network 

F 19 Spain No No 

2 Erasmus Student 

Network 

F 21 Spain Yes Yes 

3 Erasmus Student 

Network 

F 26 Spain ERASMUS 
programme 

Yes 

4 Erasmus Student 

Network 

F 27 Spain Yes No 

5 ASOEX F 29 Kyrgyzstan No No 
6 ASOEX F 32 Spain No No 
7 ASOEX F 34 Chile Yes Yes 
8 ASOEX M 41 Chile Yes No 
9 ASOEX M 44 Guatemala No No 

 

The profile of staff members was composed of information related to the home university, 

gender, nationality, exchange experience and length of the exchange experience.  

Table 12 

Staff members: Università Cattolica del Sacro Cuore 

 Staff Member Gender Nationality Have you been 

on exchange?  

Period 

of stay 

1 Università Cattolica del Sacro 

Cuore 

F Italian Yes 3 
months 

2 Università Cattolica del Sacro 

Cuore 

F Italian/ 
British 

No N/A 

3 Università Cattolica del Sacro 

Cuore 

F Australian/ 
Italian 

Yes 12 
months 

4 Università Cattolica del Sacro 

Cuore 

F Italian Yes  12 
months 

5 Università Cattolica del Sacro 

Cuore 

F Italian No N/A 

6 Università Cattolica del Sacro 

Cuore 

F Italian Yes 3-4 
months 

7 Università Cattolica del Sacro 

Cuore 

F Swiss No N/A 
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Table 13 

Staff Members: Universidad Autónoma de Madrid 

 Staff Member Gender Nationality Have you 

been on 

exchange?  

Period 

of stay 

1 Universidad Autónoma de 

Madrid 

M Austrian Yes 10 
months 

2 Universidad Autónoma de 

Madrid 

F Spanish No N/A 

3 Universidad Autónoma de 

Madrid 

F EE.UU Yes N/A 

4 Universidad Autónoma de 

Madrid 

F Spanish Yes  9 
months 

5 Universidad Autónoma de 

Madrid 

F Spanish No N/A 

 

The profile of the international students participating in the focus groups was composed 

of questions related to home university, gender, age, home country, exchange experience 

and a last question on the role of student associations for the integration of international 

students (see annexes 7 and 8). 

Table 14 

International students: Universidad Autónoma de Madrid 

 Home University Gender Age Home 

Country 

Have you been on 

exchange?  

1 EM Strasbourg  F 21 France ERASMUS + (studies) 
2 Universidad Puerto Rico  M 20 Puerto Rico International Agreements 
3 Paris-Dauphine  M 22 France ERASMUS + (studies) 
4 UDLAP (Mexico) F 22 Mexico International Agreements 
5 Universidad Puerto Rico F 20 Puerto Rico International Agreements 
6 Mannheim Universität F 22 Germany ERASMUS + (internship) 
7  Universität Wien M 23 Austria ERASMUS + (studies) 
8 Universitá degli Studi di 

Bari 

F 23 Italy ERASMUS + (studies) 

9 Universitá del Salento M 32 Italy ERASMUS + (studies) 
1
0 

Universidade Federal do 

Tocantins 

M 29 Brasil International Agreements 
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Table 15 

International students: Università Cattolica del Sacro Cuore 

 Home University Gender Age Home 

Country 

Have you been on 

exchange?  

1 Universidad de Las 

Palmas de Gran 

Canaria  

F 27 Spain ERASMUS + (studies) 

2 Universidad de Las 

Palmas de Gran 

Canaria 

F 21 Spain ERASMUS + (studies) 

3 Cunef (Universidad 

Complutense de 

Madrid)  

F 20 Spain ERASMUS + (studies) 

4 Zhe Jiang 

International 

University 

F 21 China International Agreements 

5 St. Francis College F 20 USA International Agreements 
6 ITESM F 21 Mexico International Agreements 
7  Montclair State 

University 

M 20 USA International Agreements 

 

2.2.3 Description of methodology: Statistical analysis 

The data for the descriptive analyses come from the ESNsurvey. This study is a Europe-

wide research project covering different topics concerning mobility and education. It is 

the largest project of this kind carried out solely by volunteers. Every year since the 

establishment of the project in 2005, the ESNsurvey team has developed an online 

questionnaire and disseminates it among students at European Higher Education 

Institutions (HEI) to collect information about students’ experiences from their exchange 

period abroad. Many associations, students, teachers, academics and various European 

institutions collaborate with ESN on this project. For the 11 years of existence of the 

project, more than 150,000 responses have been collected. An average of 14,000 answers 

per year is compiled in an annual publication called the ESNsurvey report (ESNsurvey 

2015, for example and others). ESN shares this report with the main stakeholders in 

higher education and mobility programmes: the European Commission, National 
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Agencies of the ERASMUS + Programme, HEIs and other associations dealing with 

higher education and student mobility. 

The topic of the survey was “international-friendliness”. The author has been part of the 

research team of Erasmus Student Network for the last two editions (2015 and 2016). The 

aim of the ESNsurvey 2016 was to explore the role of host university services, academic 

support, intercultural contact and friendship networks in the satisfaction with the study 

abroad experience. The aim of the report is to explore which conditions and interventions 

at universities contribute to a friendlier atmosphere on campuses and how a university 

can improve its intercultural relations between local and international students. Therefore, 

it was key for our research to analyse the satisfaction of international students with service 

provision at universities.  

 

2.2.3.1 Descriptive inferences 

The research will address three main topics through descriptive statistics: (1) university 

environment, (2) intercultural contact and (3) student mobility outcomes. Questions were 

also asked regarding demographics, personal variables and situation variables. 

Only one part of the ESNsurvey is analysed in this study: host university services. The 

rationale for this is the controllable and adjustable environmental factors of the campus 

climate. The university environment can have a significant effect on the experience of 

mobility students. It is understood that contextual factors that can be modified by 

institutional interventions. For the purposes of this study, they are divided into: (a) 

university characteristics, (b) extracurricular activities, and (c) perceived local-university 

support. 
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For the purpose of this analysis, the data of the ESNsurvey will use mostly descriptive 

statistics, but also aims to explore relationships between the variables (through correlation 

coefficients). 

 

2.2.3.2 Data collection 

As outlined above, the data used in this report were collected through an online 

questionnaire titled "ESNsurvey 2016 Questionnaire" placed at 

www.esn.org/esnsurvey/2016. The link was distributed through local associations of one 

of the largest student networks in Europe; the Erasmus Student Network (ESN). Its 500+ 

branches located at universities around Europe shared the link to the questionnaire with 

university students through various channels (e.g. social media, email, printed posters, 

etc.). The university international relations offices supported many of the local 

associations of ESN in spreading the link through university communication channels. 

Additionally, thanks to the cooperation with the European Commission, the National 

agencies for the ERASMUS + Programme and other institutional partners in the field of 

higher education, the questionnaire even reached universities outside ESN.  

Data were collected from 16th of October 2015 to the 8th of January 2016.  

At the beginning of the questionnaire the participants were asked to fill in information 

relating to demographics, and personal and situation variables: demographic variables are 

a necessity to be able to characterise the sample of respondents. This helps one to 

categorise the sample and divide the total population into a number of subgroups (Gender, 

Age, Nationality, Country of home-studies, Study level, Study discipline, Socio-

economic status, Work status). Personal variables are collected to get an overview of the 

characteristics of a typical ERASMUS student (previous study abroad experiences, 
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command of language, attitudes toward the out-group). Situation variables help one to 

characterise the context of the study experience and enable one to divide the total 

population into a number of subgroups (by Country of stay, University of stay, Intended 

country / university of stay, Commencement of study, Length of study, Study level, 

Language/s of instruction, Finances) (see part of the ESNsurvey 2016 questionnaire in 

annex 9). Some fields could be filled in only by post-mobility students.  

The data collected through the questionnaire were used to analyse students’ experiences 

and satisfaction with their exchange period abroad. Descriptive statistics were used to 

describe the individual questions. A statistical analysis, with the help of the IBM SPSS 

Statistics 24 software, was able to verify whether certain relationships among variables 

were significant and whether observed differences between various groups were 

significant. Since most of the data was qualitative, non-parametric tests are applied for 

analysing group differences, relationships between variables and the strength of such 

relationships. The results were interpreted in the context of student mobility in Europe.  

 

2.2.3.3 Sample 

The main questionnaire, which part of it can be found in the annex 9 of this dissertation, 

was designed to target homecoming exchange students, those who had completed a short-

term study abroad (one to two semesters). The questionnaire was piloted face-to-face on 

approximately 20 students and then again online on approximately 50 students. 

The questionnaire contained 65 questions, and it received 12,365 valid responses. The 

areas explored were: (1) international student mobility flows, (2) host university support 

services, (3) academic adaptation, (4) social adaptation, and (5) home university 
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reintegration. As previously stated, the focus was only on the second area: host university 

support services. 

 

2.3 Summary  

In this chapter, the proposed methodology and different types of data were presented. 

Moreover, a broad explanation of the factors to be analysed and sub-questions were 

provided. A total of 16 factors were tested the by means of three methods: probabilistic 

topic modelling, focus groups and statistical analyses. Thus a mixed methodology was 

used, combining quantitative and qualitative analyses of data and a triangulation design, 

which involved the collection and analyses of quantitative and qualitative data. The data 

were divided in accord with the three main research questions. 

The findings will be presented in two chapters that cover all the proposed topics, together 

with an explanation of the data used and a short introduction to the method in each case: 

the first findings are in Chapter 3 , where the focus is on International Student 

Experiences that international students have when they go abroad in relation to service 

provision by comparing them by level of study (bachelor and master) and type of mobility 

(credit and degree mobility); the second set of findings are presented in Chapter 4, titled 

Perceptions on service provision and satisfaction with stay abroad, in which the focus is 

on the role of student associations in the provision of services for international students, 

as well as the general findings on international students’ satisfaction with the most 

needed services.  

The next Chapter 3 provides the first set of findings based on international students’ 

experiences and needs when they go abroad in relation to service provision. 
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CHAPTER 3: INTERNATIONAL STUDENT EXPERIENCE 

The main research objective for this first part of the results (Chapter 3) is to identify 

international students’ concerns when they go abroad, specifically needs and perceptions 

with regard to the provision of support services. For that purpose, I analyse comments of 

international students on a series of needs when they are going abroad.  International 

students comment on a series of factors previously identified and studied in the 

Studyportals report (Van der Beek & Van Aart, 2014). Those factors were explained in 

Chapter 2 and are explained briefly in the section 3.2 of this chapter.  

The chapter contains four main sections. Section 3.1 indicates the objective for this part 

of the results. Section 3.2 details the methodology and data collection methods used for 

this chapter, and section 3.3 contains findings that are divided into three sections related 

to the needs of international students when going abroad: (1) main perceptions of 

international students related to service provision and their needs when they go abroad, 

(2) degree versus credit-mobility students and (3) bachelor versus master students. Next 

section 3.4 introduces results and discussion and push and pull factors that influencing 

international students. Finally, I conclude this chapter with a summary in section 3.5. 

 

3.1 Chapter objectives 

As it was showed in the literature review, there are different types of mobile students and 

it is possible that not all the students have the same needs when they go abroad. Thus, in 

order to identify which needs and services are required, the first group of findings on 

needs from international students when they go abroad is first presented. The main 

research question for this chapter is as follows: 
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(RQ1) What are the needs of international students when they go abroad? 

In trying to understand the needs of international students, I am aware of different types 

of international students and different stages along their International Student Lifecycle. 

As a result I will also be trying to answer a related question: Do international students 

have different needs depending on factors like level of study or type of study? 

In the theoretical framework, a gap in the knowledge was identified after by conducting 

a literature review. There is a gap in research regarding the management and provision of 

support services for international students and the type of service needed (internal, 

external or collaborative). To address the service provision of an institution of higher 

education is not an easy task, but to provide better quality and offering, I first need to 

identify what international students thinking and needing.  

Data for this part of the study were gathered using an inductive approach. Data come from 

all over the world but more data were available from the European context. Furthermore, 

a group of eleven sub-questions was posed to discover whether there was any difference 

between degree-seeking students and credit-mobility students, and between the level of 

studies of international students, bachelor and master students.  

In the discussion chapter (Chapter 5), a set of recommendations are made for higher 

education institutions and policymakers to improve international students’ satisfaction 

and experience and university offerings.  

 

3.2 Methodology and data collection 

The perceptions of international students from all over the world were gathered from the 

Key influencers of international students’ satisfaction in Europe report (Van der Beek & 

Van Aart, 2014). This report collects reviews from a survey conducted on the online 
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platform ‘Student Experience Exchange’ referred to as STeXX. This is a new online 

forum for gathering students’ opinions and reviews during their study experience, to be 

widely shared online. The dataset used for the current study comprised 73,715 reviews 

written by international students from 167 countries. All the reviews were checked and 

processed in order to eliminate movements within the same country, datasets in a 

language other than English, and stop words. As a result of this pruning process, the final 

database included 59,662 reviews. I created a label code from the resultant groups of 

words for each topic. The code name “proposed label” applies to a dataset of words, as in 

tables 16, 17, 18, 19, 20, 21, 22 and 23.  

The categories provided on the STeXX platform are the following: city offerings, 

academics, university services, social life, personal and professional development, 

surroundings, cost and overall topics (Van der Beek & Van Aart, 2014). My analysis 

identifies the main international students’ perceptions and needs in relation to these 

categories by applying a new methodological and probabilistic approach by using a large 

database. This is a basic probabilistic topic model so-called Latent Dirichlet Allocation 

(LDA). For more information about this method, please refer to Chapter 2, section 2. 2.1. 

First the general needs and perceptions of international students when they went abroad 

were analysed, independently if they were degree-seeking or credit-mobility students, 

followed by the needs and perceptions of bachelor and master international students, and 

lastly the needs and perceptions of credit-mobility and degree-mobility students. 

Following the main research question I tried to identify the general needs for incoming 

and outgoing students, according to the categories appearing in the question below and 

acting as sub-questions:  
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Are the common needs of international students when they go abroad related to city 

offerings, academic services, university services, social life services, language, finance 

help services, existence of student associations, welcoming services, cafeterias, health 

services?  

The findings will be detailed in the next section. 

 

3.3 Findings 

Due to the big dataset, I compared and analysed international students’ perceptions when 

they go abroad in relation to a series of topics (factors). The first data analysis represents 

the international students’ general perceptions of incoming and outgoing students. For 

this analysis, no distinction was made between origin and destination country, level of 

studies or type of mobility because the first point was to know more about international 

student’s opinions in general. In order to better understand the data and to link it with all 

findings, a graphic representation is provided at the end of this chapter, showing the main 

push and pull factors, together with the main needs of international students when they 

go abroad.  

 

3.3.1 International students’ perceptions in general 

The next table contains the following data: topic weight, a proposed label code and a set 

of bags-of-words resulting from running MALLET (open source software designed to 

enable text classification and information extraction (McCallum, 2002)). As such, I 

selected the topic (which is the result of a probability distribution over sets of words) with 

the highest probability in the composition of each student’s perception file. The 

composition probabilities can be interpreted as the weights of the connections’ strength. 



147 

Topic modelling considers that each of the texts comprised within a corpus is a topic built 

from the themes discussed by the text’s author (Mohr & Bogdanov, 2013; Meeks & 

Weingart, 2012). I depicted the network of the 20 topics and the 59,662 reviews. 

MALLET offers a table that gathers each topic’s relative percentage contribution into the 

composition of each student’s perception text. Following Graham and Blades (2012), 

these percentages can be considered the weight of the links between discourses and topics. 

Therefore, following Graham and Blades (2012, p. 8) “I can represent the ‘topic-space’ 

as a kind of network map.” The code name “proposed label” applies to a bag-of-words, 

as it can be seen in table 16.  

Table 16 

Topics and Proposed Labels 

Topic  Proposed Label   Selected words on the topic  

0 Buddy services   students, esn, people,  

erasmus, activities, local, events, 

friends, trips 

1 Living expenses   euros, expensive, food,  

room, rent, living, cheap 

2 Language skills   language, english, learn,  

speak, spanish, german, french,

 italian 

3 Academic level   high, university, level, good,  

education, quality 

4 City offerings    city, people, big, great,  

recommend, nice, cultural, town 

5 Abroad experience   experience, life, abroad,  

learn, lot, culture 

6 Looking for a university  university, wanted, study, choosing,  
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choice, reason, choose 

7 What a good university is  good, university, friendly, teachers,  

professors, atmosphere, life 

8 Enjoying life    time, enjoy, life, stay, experience,  

friends, advice, fun, travel 

9 Expensive country   expensive, money, country, living,  

costs, prices 

10 Convenient accommodation  find, accommodation, place, room,  

flat, good, house, residence, 

apartment 

11 Some things are expensive, other  expensive, cheap, food, buy,  

ones are cheap    transport, beer, bus, eat   

  

12 Weather    winter, cold, weather, warm,  

clothes, summer, snow, spring 

13 Future benefits derived from   strong, international, study, 

studying abroad   research, world, work, future,  

experience, education 

14 Sound teaching   courses, teaching, methods, good,  

teachers, classes, professors, exams 

15 Interesting courses   courses, good, study, interesting,  

subjects, level, studies, faculty 

16 Travelling abroad   city, travel, countries, beautiful,  

visit, history 

17 Academic burdens   time, work, hard, semester,  

problems, study 

18 Friendly people, amazing culture people, nice, amazing, culture, life,  

place, recommend, friendly, spain 

19  (Stopwords not removed)  --- 

 

The topic that had the highest probability in the composition of each student’s perception 

file was selected. The composition probabilities can be interpreted as the weights of the 

connections’ strength (Meeks, 2011).  
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The result after analysing the topics arising from international students’ reviews agreed 

with the perception of five common topics after running MALLET with 59,662 reviews. 

Those topics were ordered by weight in the composition of the set of reviews, and 

therefore also by importance: what comprises a good university, living expenses, sound 

teaching, expensive country and city offerings.  Moreover, some interesting nuances were 

identified regarding the five common topics quoted. These common topics can be seen in 

the table below: 

Table 17 

Common topics categorised by a label 

Topic Label 

7 What a good university is 

1 Living expenses 

14 Sound teaching 

9 Expensive country 

4 City offerings 

 

For the first one, how do international students perceive what a good university is? (topic 

7), the answers include friendly teachers and professors who sustain an agreeable 

atmosphere. Their perceptions about living expenses (topic 1) are dominated by high 

monetary demands (Euros, high costs). The main concerns with living expenses for them 

are food and accommodation (food, room, rent), so they underrate the other costs 

associated with their experience abroad, such as transport, medical costs, and insurance 

and academic expenses. On sound teaching (topic 14), the students in our sample see that 

this is dependent on those who deliver the education (teachers and professors), but that 

they should apply suitable teaching methods, well organised learning (courses, classes) 

and a fair assessment (exams). Concerning expensive country (topic 9), there is obviously 
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a connection with the living expenses topic, but topic 9’s concerns are widened to include 

macroeconomic issues (money, country, costs). Concerning the last of the main topics, 

city offerings (topic 4), students focus on the people they encounter in the city, and in the 

variety and choices that a large, diverse town with a full cultural agenda can offer.  

The literature has clearly established that services offered to international students matter, 

but our findings represent a deeper view of the issue, because this study indicates certain 

aspects of the five main topics considered above. Universities should be aware of this 

group of concerns that students have, and should implement the appropriate strategies in 

order to fulfil their expectations. 

In line with these suggestions, the results of our study show that the reputation of the host 

university is highly relevant to students’ perceptions and consequently to their decisions 

concerning their experience abroad. Academics, costs, culture, friendliness and 

information are the dominant issues in the perceptions of mobile students regarding their 

experience abroad.  

After disclosing the data from the international students’ reviews on a series of factors 

and identifying major needs for international incoming and outgoing students, the answer 

can be given to the individual sub-questions by factor: 

(1) Are city offerings a common need for international students? 

City offerings is one of the most common concerns for international students (incoming 

and outgoing) when they go abroad. Actually, it is in the top five most common needs. 

For mobile students, there is a high motivation to live abroad for a several reasons. Some 

of them were identified in a report carried out by the World Education Services in 2016 

focusing on students going to U.S. Interestingly, half of the respondents agreed that the 

topic motivation to study abroad was to have the experience of living in a foreign country 
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(Megha, et al., 2016). In some cases this fact was related to the desire to be in a different 

country and institution because of its quality of living, university reputation or simply 

because of a better quality system. City offerings were also related to the experience they 

had by meeting people and enjoying the cultural offerings of the city. The data analysis 

revealed that, consequently, city offerings are a common need for international students. 

(2) Are academic services a common need for international students? 

After analysing the data, one of the first results that I found it that academic services are 

a common need for international students. First of all, it is necessary to be aware of 

different academic cultures around the globe. According to the literature, academic 

offerings, in which teaching and faculty are included, are an importance important part of 

the students’ learning experience abroad. Some of the comments are related to teachers’ 

attitudes to international students, including how willing they are to assist foreign students 

and whether students have a lot of face-to-face time with lecturers (Van der Beek & Van 

Aart, 2014). It is important to mention here the language of instruction. Faculty members 

should be aware of that fact and, especially, inform students properly or write down in 

the syllabus whether there is a specific requirement to attend the class and, more 

importantly, the language of instruction of that class, whether it is the local language or 

another. International students might also be concerned with academic assessment in the 

classroom. One conclusion drawn by the UK guide for enhancing the international student 

experience (Archer et al., 2010) is that universities should assess their own student bodies 

and set policy and practice accordingly. Thus the assessment will meet the expectations 

of the majority of students, not only local students but also in the international group. 

According to this, academics are closely related to the term internationalisation of the 

curriculum. As I have seen in the literature review, two types of strategies to approach 

internationalisation were identified: one based on organisation and the other one on 
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programmes (Knight & De Wit, 1995). By focusing in the programme ones, there two 

strategies that an institution can take: (1) bring teaching practice into closer alignment 

with university policy in relation to internationalisation and inclusivity (Leask, 2001); 

and (2) provide a teaching and learning environment that is conducive and supportive of 

the people who come to study there (Kennedy, 1995, p. 37). In this regard, more effort 

might be made, from programme approach to internationalisation, to fulfil international 

students’ expectations.  

To sum up, it is stated that academic services are a common need for international 

students. 

(3) Are university services a common need for international students? 

The third sub-question is related to the category of university services. In fact, this finding 

is related to the first common need and topic identified after running MALLET and 

labelled as “what a good university is”. A variety of ranges of services can be provided 

for students. In this case, the topic provides words such as “good”, “university”, 

“friendly”, “professors”, “atmosphere” and “life”. Thus, it not just about services but also 

about other ideas and opinions related to the university atmosphere. In some cases, 

support services differ for local and international students. Incoming and outgoing 

students find the support services that a university provides very important. The provision 

of services has an impact on their student lifecycle and, in the longer term, on the 

university’s reputation. According to the American Council of Education report (2016), 

institutions seeking to attract and retain international students are adapting student 

services and programming to meet with their expectations. Therefore, actions are not only 

oriented to creating a global and international campus, to offer an inclusive environment 

that meets the needs of international students academically, but also to integrate them 

culturally and personally. However, it is becoming central for universities and student 
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affairs professionals to focus more on programmes and services that are provided to more 

international students, not just from the point of view of those who work in the 

international office (American Council on Education, 2016) but also for all stakeholders 

on the campus to achieve integration and engagement. In conclusion, I see that university 

services are a common need for international students; it is, in fact, one of their main 

concerns and therefore a good service provision should be sought. 

(4) Are social life services a common need for international students? 

Socialising in an unknown environment can be challenging and even more so if you do 

not find appropriate scenarios to meet friends. Social life can include buddy and 

intercultural programmes and various social activities such as sports. There are many 

universities around world that have established buddy programmes. A selection of them 

are: KU Leuven (Belgium)2, Universidad de Granada (Spain)3, Umea University 

(Sweden)4. Others have started a collaboration with student associations or student unions 

to provide the service. This is the case of WU in Vienna (Austria)5, where the Erasmus 

Buddy Network is in charge of the matching. At UCSC in Milan (Italy)6 the Erasmus 

Student Network is offering to international students the possibility of joining the buddy 

programme. Buddy programmes are established in many cases to provide host students 

with a practical and meaningful experience in intercultural communication that, in the 

process, would help them to understand concepts and theories covered in class and 

develop an understanding of their own intercultural communication competence 

(Campbell, 2012). They also serve as a pathway for international students’ transition and 

                                                           
2 See http://www.kuleuven.be/english/studentservices/orientationdays/buddy  
3 More information: http://internacional.ugr.es/pages/perfiles/estudiantes/programa-mentor-de-la-ugr  
4 See https://www.umu.se/en/education/student-services--support/buddy-programme/  
5 See https://www.wu.ac.at/en/programs/incoming-students/exchange-semester/orientation/buddy-
network-tandem/  
6 A buddy programme offered in collaboration with a student association, 
http://www.ucscinternational.it/student-services-at-cattolica/123-student-services/milan-campus  
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adaptation to a new environment. Many universities have created and established buddy 

programmes in their international relations office. The answers indicate that students who 

had joined buddy programmes generally agree on the importance of learning more about 

both of the cultures involved, that is, the culture and values of mentors as well as mentees. 

Also, the mentors understand the needs of the international students better, and also the 

issues encounter when arriving and adapting to a new environment. Therefore, buddy 

programmes can be a platform for establishing connections between local and 

international students and to establish the first friendships in the new environment. 

However, buddy programmes are not the main social activity. Many others, such as 

intercultural gatherings or training, or just simple social activities with local and 

international members are also very appreciated by international students. These activities 

can help the international students to integrate into the local culture. 

Moreover, sports provide the widest range of activities of interest to international students 

and are, together with other social activities, important for many international 

students.(Archer, Jones, & Davison, 2010) These services add value to the international 

experience and provide support and integration in a new environment. This type of service 

is usually offered by student organisations or what I call “collaborative services” at the 

institution.  

According to the findings, social life is not one of the main common needs for 

international students when they go abroad because other needs seem to be more 

important. However, in the general analyses I see that students talk about their experience 

and enjoying the city and culture. In fact, the social life can be included as part of the first 

label, “what a good university is”, because most of the aforementioned activities happen 

on the campus. Consequently, social life services are a common need for international 
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students because they are an essential part of the international experience for incoming 

and outgoing students on the campus.   

(5) Are financial help services a common need for international students? 

The management of personal finances is a key concern for incoming and outgoing 

students. Hence, finances can impact on study decisions and accommodation choices 

(Ziguras & Harwood, 2011). Topics with the label “living expenses” and “expensive 

country” are major concerns for incoming and outgoing students in this study. However, 

some reports, such as the Studyportals study on Key influencers of international students 

satisfaction in Europe (Van der Beek & Van Aart, 2014) have shown that finances (tuition 

fees, scholarships and living costs) do not have a big impact on students’ study 

experiences, they do really concern international students in relation to matters such as 

housing or accommodation and average living expenditure. ERASMUS students get a 

monthly grant sponsored by the European Commission. The monthly amount does not 

necessarily cover all living expenses when students go abroad.  

Accommodation assistance continues to be one of the major concerns for international 

students. On one hand, results identify living expenses, in which accommodation is 

included as a major area of improvement for international students. The probabilistic 

model situates living expenses in the second position. Accommodation provision can 

impact on the international student’s satisfaction with his or her general experience 

abroad (UKCISA, 2010). Therefore, host institutions and country should provide them 

with accurate information about the living costs (Ziguras & Harwood, 2011) and 

accommodation information if the university does not have such a service. In fact, most 

European universities do not offer accommodation services for mobile students, 

especially for the credit-mobility ones. Thus financial help services are identified as a 

common need for international students. 
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(6) Are language services a common need for international students? 

Language services can offer the learning of many languages, including the local one. 

Language courses could be a holistic approach to the integration of international students 

(Archer et al., 2010). Through learning the local language, students get a chance to 

improve their ability to communicate with the local community and therefore better 

understand the host culture. Language courses are often complemented by intercultural 

courses, which help students to understand the cultural differences, the intercultural 

environment and aspects of cross-cultural communication. Both of these types of courses 

can impact and influence the international students’ experience in the host culture. Several 

studies show that international students are eager to learn the host country language 

(Brandenburg, Berghoff, & Taboadela, 2014; Escrivá Muñoz, Helm, Perez-Encinas, 

Stasiukaityte, & Zimonjic, 2015; Van der Beek & Van Aart, 2014). The ERASMUS 

impact study (2014) shows that one of the first motivations for students to go abroad is to 

learn or improve a foreign language. One of the initiatives taken by the European 

Commission and for the new ERASMUS + programme (2014-2020) is the establishment 

of an Online Linguistic Support (OLS from now) tool that supports language learning for 

ERASMUS + mobility participants. The OLS offers participants in ERASMUS + long-

term mobility activities the opportunity to assess their skills in the foreign language(s) 

they will use to study, work or volunteer abroad. In addition, selected participants may 

follow an online language course to improve their competence. However, according to 

my results, language services are not a common need for international students or at least 

they are not identified as a top priority. 
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(7) Is the existence of a student association a common need for international 

students? 

The presence of and contact with a student association can also help in the adaptation and 

integration process. The impact of international students on domestic students and host 

institutions shows that the amount of cross-national interaction is generally low, that 

international students expect and desire greater contact, and that interaction with domestic 

peers is generally associated with psychological, social and academic benefits for the 

international student (Ward, 2001). Thus it is hoped that international students will 

connect with local students and vice versa, although there is no a clear strategy to facilitate 

this. One suggestion is the presence of student networks, the importance of which has 

been emphasised by the European Commission (European Commission, 2014): 

In order to institutionalise this support for mobile students, it is strongly recommended 

that the receiving institution establishes student networks, such as an ESN section, which 

could run the buddy system and share good practice around Europe.  

Reports such as the ESNsurvey have explored international students’ satisfaction with 

student associations and indicated that more than half of the respondents completely 

agreed or rather agreed that activities provided by student associations helped them to 

integrate with local students (Escrivá Muñoz, Helm, Pérez-Encinas, Stasiukaityte, & 

Zimonjic, 2015). Thus, the presence of a student association at a university can be 

beneficial for international students. In the results, some relation to buddies, friends and 

specifically to ESN, one of the major international student networks in Europe, were 

identified. Although, student associations do not appear in the top five common needs of 

international students, they do serve as pathway for international students’ integration 

and, as a consequence, have an impact on their social lives. In any case, the existence of 

a student association is not a common need for international students. 
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(8) Are welcoming services a common need for international students? 

Orientation week and welcome presentations were identified by Kelo et al. (2010) as two 

of the most important support services areas for international students to integrate better 

into a new environment. These two services normally include information and 

orientation, integration activities with local students, the institution, and/or surrounding 

community, etc. Therefore, they represent a necessity for the first days of international 

students on campus. They are one of the first connections with the host university and in 

some cases they provide the first friendships between international students and peers or 

with local students. The results indicate that incoming and outgoing students do not 

comment much on welcoming services, so welcoming services are not a common need 

for international students. 

(9) Are other services such as cafeterias / health centres/ emergency numbers a 

common need for international students? 

The data does not reveal that cafeterias / health centres / emergency numbers are among 

the most common needs for international students. Also, international students do not see 

cafeterias / health centres / emergency numbers as a problem area. Health-related services 

are also not among the main concerns of incoming and outgoing students. This could be 

due to the previous preparation that international students get from the host institution 

and from some “before arrival” arrangements such as a health insurance that covers the 

period abroad.  Some universities do offer emergency numbers but this is a more common 

practice at private institutions or by institutions using providers, so external services. 

Thus, other services such as cafeterias/ health centres / emergency numbers are not a 

common need for international students. 
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After reflecting on the results and these findings, one can conclude that some of the 

services analysed might not be a concern or need for international students because some 

of them are already offered by institutions, so the students do not focus and comment so 

much on a service when their satisfaction is high or their expectation is covered, rather 

on those services that were not fully covered or offered for international students by 

higher education institutions.  

It is important to mention that in some cases the proposed label used to codify results in 

tables 18, 19, 20, 21, 22 and 23 are the same. This interpretation belongs to the author as 

she interpreted the resulting topics with a comprehensive proposed label where findings 

can be include after running MALLET. Nevertheless, each topic have different weight 

and different resulting words (Blei, 2012), but in essence and concept, I interpret results 

that can be comprised under the same general label. 

3.2 Graphic representation of the data 

The software GEPHI was used to visually represent the above results.  After applying it 

to the data, the result was two networks (incoming and outgoing students) constituted by 

two types of nodes – the 20 topics obtained from MALLET, as well as the countries. For 

the incoming network, the countries considered were those that students go to; for the 

outgoing network, the countries considered were those from which students returned. The 

edges of each network represent the student reviews. The nodes represent a topic, the size 

is proportional to the number of edges (or student reviews) going to that topic. The same 

applies to the nodes representing a country because the size is proportional to the number 

of edges (or student reviews). 
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Figure 3: Incoming students 
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Figure 4: Outgoing students 

 

GEPHI also allows for the identification of students’ perception file groupings through 

the finding of similar compositional patterns in those groupings. The quality of the 

partition of a network can be measured with the modularity (Blondel, Guillaume, 

Lambiotte, & Lefebvre, 2008). As it was showed in the methodology chapter, a scalar 

comprised of between -1 and 1 reflects the density of links inside groupings related to the 

links between groupings (Blondel et al. 2008). The modularity’s positive values express 

a particular quality of the partition better than the negative ones do. Now I focus on the 

modularity value of our network.  
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After running 20 topics through MALLET, an acceptable quality was obtained in the 

partition of the network of topics and countries (modularity of 0.013 in the incoming 

network, and a modularity of 0.027 in the outgoing network). The incoming network 

shows 111 communities and the outgoing one 24 communities. Thus, I focused on those 

communities that showed higher percentages of nodes. This enabled me to select the more 

relevant communities. By displaying the network it is easier to see the implicit 

connections between documents derived from topic proportions previously hidden (Blei, 

2012a). Hence, I show the results above for each network (comprising the perceptions of 

incoming and outgoing students) in Figure 3 (Incoming) and Figure 4 (Outgoing).  

In the next part of the findings the perceptions of credit-mobility students and degree-

seeking students when going abroad are investigated.  

 

3.3.3 Degree versus credit-mobility: students’ perceptions when they go abroad 

The following sub-question (number 10) addresses the perceptions of international 

students when they go abroad by distinguishing between degree-seeking students and 

credit-mobility students. The main differences between these two groups were identified 

in the literature review and defined as: students willing to move from one country to 

another for a full degree (degree mobility), while credit mobility refers to students 

spending a period of their study in another country and transferring their earned credits 

to their home degree (De Wit, 2012). It was also determined that international students 

(incoming and outgoing) had agreed on five common needs when they went abroad they, 

but that the needs that degree and credit-mobility students have differed.  

The answers to the next question show the main differences between these two groups of 

international students (degree-seeking and credit-mobility students) by analysing 20 
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topics (bags-of-words) from the data provided by Studportals (2011-2014). The next two 

sub-questions both relate to the comparative results. I start with sub-question 10 and the 

needs of degree-seeking and credit-mobility students along their student life abroad. 

(10) Do degree-seeking students have different needs to credit-mobility students? 

The data revealed after presenting the topics to credit-mobility international students are 

presented in the next table, together with a proposed label assigned by the author. 

Table 18 

Topics and proposed labels for credit-mobility students 

Topic Proposed label Selected words on the topic 

4 Social life city university people great nice good students small lot 
beautiful erasmus friendly student big life recommend 
place international perfect  

11 Academics courses teaching methods university home work good 
teachers classes interesting students practical lectures 
class professors group method study  

17 Living 
expenses  

month euros expensive food euro room cheap rent costs 
living accommodation cost flat pay live student transport  

1 What a good 
university is 

good university level high education quality students great 
teachers courses nice studies professors study 
international teaching facilities academic  

8 Social life time don stay semester year make find end enjoy 
beginning things hard change start acute erasmus day  

13 Living 
expenses 

expensive money food living cheap country live cheaper 
home erasmus costs student lot accommodation save pay 
buy budget spend  

2 Academics courses students english classes good teachers university 
interesting language choose professors easy did subjects 
erasmus lot level difficult problems  

10 Buddy Services students erasmus esn university exchange student 
activities lot international events local trips social people 
participate city time good parties  
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15 Social Life experience life abroad erasmus people br country great 
study culture opportunity friends studying time language 
learn world recommend live  

3 Social Life people lot time experience meet erasmus enjoy friends 
country learn open travel don great make culture study life 
countries  

12 Language skills language learn english people spanish speak local students 
german don br french improve erasmus classes italian 
good skills culture  

16 City offerings city  university lot people beautiful great culture good 
places cultural amazing cities europe place big visit 
erasmus life  

18 Academics university study home erasmus year country studies 
studying exchange wanted abroad courses chose program 
choose ve school choice  

19 Living 
expenses 

expensive country countries cheap europe living poland 
european live compared cheaper life spain cities prices 
travel germany cost czech  

7 Living 
expenses 

find live students accommodation city room flat student 
accommodation university expensive place good centre 
stay private apartment choose residence 

6 Weather & 
Transportation 

bike summer buy cold night clothes warm bring bus day 
summer train free clubs card 

9,5,14 & 0 (Stop words 
not removed) 

 

 

The main concerns and comments from credit-mobility students when they go abroad are 

related firstly to social life, academics, living expenses, including accommodation, and 

buddy services. According to the results, credit-mobility students emphasise the 

importance of social connections while abroad. They give social life and experience in 

the city and university the first place. Academics are in a secondary position, together 

with concerns about living expenses, finances and accommodation. In this sense, I can 

state that credit-mobility students experience their mobility abroad as a socialisation and 

acculturation experience by making friends, enjoying the culture and learning in a new 
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environment. Factors such as buddy services, language skills and weather or 

transportation are not their primary focus. 

On the other hand, data from degree mobility international students demonstrate quite the 

opposite. In the following table, I can analyse 20 topics to discover the common needs 

that degree-seeking students have in relation to their stay abroad. 

Table 19 

Topics and proposed labels for degree mobility students 

Topic Proposed label Selected words in the topic 

5 Academics university students good study student great studying 
recommend facilities experience international city lot 
library universities faculty teachers nice staff  

1 Academics courses teaching good students professors methods 
practical lectures teachers learning classes lot lecturers 
class academic great work interesting knowledge  

3 Career 
prospective 

study time work students make don find hard advice lot 
job things part studies future thing easy school  

12 Living expenses expensive living month cost tuition euros food live fees 
accommodation costs cheap student year expenses euro 
fee pay  

13 Academics university education high academic level universities 
research quality recommend country world students 
highly good top field environment international system  

15 University 
offerings 

city university small campus beautiful student great live 
town place nice lot big good located people centre 
students friendly  

11 Social Life people life students student social activities meet friends 
experience join great make open culture university active 
amazing campus opportunities  

10 Career 
Prospective 

business management programme career world master 
skills knowledge international experience offers 
programme profes opportunity future studies industry 
real professional  
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19 Living expenses students school college scholarships advice future 
scholarship apply state campus funding financial 
university time applying advice aid due georgia  

18 Career 
Prospective 

year study years master programme job start process 
degree studying apply masters started bachelor 
application chance programme studies thesis  

17 Academics teachers experience great personal class small 
academically classes professors helpful recommend 
people tutors academic opportunity made college feel 
aspects 

9 Language Skills english language learn german speak foreign courses 
french people international study program studying 
italian germany important countries sciences czech  

0 Research engineering science university computer institute 
programme field technology technical architecture 
strong social research department medicine degree 
sciences medical universities  

14 City offerings students university environment learning li world 
international istanbul  cultural acute professors cultures 
place diverse school extremely staff diversity  

8 Living expenses students camp room rooms main hall campus 
accommodation residence local day hostel design hostels 
materials  

6 Research research information school phd development based 
psychology important social training australia taking 
nature cultural systems space programmes sydney  

7,2, 16 & 4 
(Stop words not 
removed)  

 

In this analysis, degree-mobility students show patterns related mainly to three factors, of 

which two are predominant. In the first place, they seem to be concerned about academic 

issues. Secondly, career prospects are very important to them. Thirdly, financial help 

services or living expenses to pay their studies, fourthly university offerings and, last but 

not least, campus social life. The two dominant areas for them are related to academics 

and career prospects. It is important to remark that issues related to research are important 

to them but they do not appear in the first group of factors. It is the first time that such a 
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factor appears after conducting the analysis with this data. Language skills and city 

offerings are not among the main needs of international students when going abroad. In 

the next table, I see a comparison between the two groups with the representation of the 

main factors. 

Table 20 

Common factors categorised by label to compare Credit-mobility vs. Degree-seeking 

students.) 

Credit mobility Degree-seeking 

students 

Social life services Academics 

Academics Academics 

Living expenses Career prospective 

Academics Living expenses 

Social life services Academics 

Living expenses University offerings 

 

It can be seen that there is a difference between the needs of degree-seeking international 

students and credit-mobility students when they go abroad.  Thus, degree-seeking 

international students have different needs to credit-mobility international students. 

 

3.3.4 Bachelor vs. master: students’ perceptions when they go abroad 

According to international numbers, in Europe more bachelor students are enrolled in 

mobility periods abroad than master’s students. Taking into account European 

Commission data on ERASMUS + mobility from year 2014/15 (European Commission, 

2015), I see an increasing number of mobile students in their bachelor programmes, at 

67%, while master’s students represent 29% and doctoral students only 1% of the total. 

Considering that Europe is known for its flagship programme ERASMUS +, the results 
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are focused on the European picture. By analysing the needs of bachelor and master 

international students, the following sub-question (11) will be addressed:  

(11) Do bachelor international students have different needs to master international 

students? 

The data regarding bachelors’ mobility is as follows: 

Table 21 

Topics and proposed labels for bachelor mobility students 

Topic 

 

Proposed label 

 

Selected words on the topic 

 

3 City offerings city people university great nice good lot beautiful 
amazing place friendly life recommend culture small full 
interesting big cultural  

17 Social life 
services 

people time enjoy make stay friends erasmus meet lot 
advice acute open country fun travel experience things  

12 Social life 
services 

experience life abroad study people studying erasmus 
country great opportunity culture learn lot world 
recommend friends things time language  

15 Academics students good university city teachers lot erasmus nice 
international courses small classes interesting exchange 
helpful study friendly foreign  

6 Academics university good high level education quality recommend 
life great city students social studies facilities study system 
teaching academic school  

0 Living expenses month euros expensive food euro room  living rent live 
cost costs cheap accommodation pay flat accommodation 
spend  

11 Living expenses expensive find student live living accommodation money 
accommodation students university hard place job difficult 
time study pay residence  

19 Living expenses country expensive countries cheap european europe living 
finland money spain cities live poland travel home 
compared cheaper germany 
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7 City offerings city small big place beautiful close live cities centre places 
town visit travel centre campus europe nice madrid  

14 Academics english language learn people speak spanish french univer 
courses students improve don culture italian good difficult 
classes speaking  

1 Academics university study courses universities students studying 
degree engineering research field science faculty 
education programme studies subjects choose sciences 
master  

8 Academics strong teaching students courses work professors practical 
classes learning lectures methods study estonia knowledge 
class teachers good interesting academic  

5 Social life 
services 

students university student international exchange great 
universities community city feel make campus college 
local environment world foreign large offers  

13 Living expenses expensive cheap food buy transport student bus public 
prices good bike cheaper money card eat find free lot drink  

4 Buddy services activities students lot student university events esn social 
cultural trips parties free participate join sports clubs time 
offers life  

2, 10, 9, 
18 &16  

(Stop words not 
removed) 

 

 

The analysis of international bachelor students’ needs when they go abroad reflects that 

social life and city offerings are the most important concern. Academics come in a later 

but have a strong position because it is the factor that appears the most in all the bags-of-

words.  Living expenses come in third place when accommodation is included. In the case 

of master students, the data indicate the following topics: 
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Table 22 

Topics and proposed labels for master mobility students. Own elaboration. 

Topic Proposed label 

 

Selected words in the topic 

13 City offerings & 
Social life services 

city people nice university good great lot beautiful 
friendly interesting recommend small teachers amazing 
place big country things  

10 City offerings & 
Social life services 

experience life people abroad study country great time 
studying open learn culture enjoy erasmus meet friends 
world live opportunity  

2 Living experience time find stay study semester year make place advice 
accommodation thing hard start studies erasmus choose 
difficult  

0 Academics university good high level education quality br great 
studies city recommend life international study students 
system facilities student social  

19 Academics students university student good international erasmus 
study foreign courses exchange lot facilities recommend 
organised professors accommodation staff studies  

12 Living expenses month euros expensive food euro room cheap rent living 
accommodation eur costs accommodation cost flat 
transport student live  

9 Living expenses expensive live find accommodation living money student 
cheap food life bit accommodation country room cost 
cheaper high flat prices  

5 Academics students courses work teaching research practical 
knowledge program field school professors study 
university academic world learning career experience 
professional  

3 City offerings city university small students campus big place town 
close cities student nice centre good centre germany live 
great easy  

1 Buddy Services students erasmus lot activities life student social esn time 
parties friends events people meet find trips local fun 
make  

7 Language skills english language learn people speak spanish french 
german italian courses don students good improve 
culture foreign level country study  
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6 Living expenses country countries europe expensive european living 
cheap travel poland compared cheaper cities germany 
sweden prices bit cost spain home  

18 Academics university study nada choose master courses degree 
chose program home field studies wanted english year 
recommend italy law choice  

4 City offerings city cultural life visit places history rich culture social 
recommend art events cities athens interesting beautiful 
university istanbul offers  

14 Weather & 
Transportation bike buy winter cold weather transport clothes bus train 

lot summer bars warm bring enjoy free public card  

15 Living expenses living tuition czech fees cost year students costs fee 
expenses scholarship eu republic pound money study pay 
accommodation bank  

8,17,16 
& 11 

(Stop words not 
removed) 

 

 

Thus, master students place more importance on the offerings of the city and the social 

life experience and secondly on academics. The next table shows the main findings, 

comparing the results from bachelor and master students when studying abroad. 

Table 23 

Common factors categorised by label to compare Bachelor vs. Master mobility students 

Bachelor mobility Master students 

City offerings City offerings 

Social life services City offerings 

Social life services Living expenses 

Academics Academics 

Academics Academics 

Living expenses Living expenses 
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After comparing the two groups of students, it can be concluded that there is not any 

significant difference regarding the needs of international master students when they go 

abroad compared to bachelor mobility students. Thus, international bachelor students 

have the same needs as international master students. In both cases, international students 

go abroad for a fixed period of time as part of their study programme at the home 

institution. This factor might have bearing on the fact that the results are very similar and 

no difference is identified, because their mobility abroad is fixed and arranged for a 

specific time. 

 

3.4 Results and discussion 

Connecting the results with the international student mobility literature, it appears that 

the students are highly concerned with the following ideas: for the incoming students, the 

topics with higher weighted degrees are the numbers 7, 1, 14, 9, 4, 5 and 8. Furthermore, 

the labels that were proposed for these topics can be ordered as follows: what a good 

university is, living expenses, sound teaching, expensive country, city offerings, abroad 

experience and enjoying life. For the outgoing students, the topics with higher weighted 

degrees are the numbers 7, 1, 14, 9, 4, 8, 2, 3, 18, and 10. Thus the proposed labels for 

these topics can be ordered as follows: what a good university is, living expenses, sound 

teaching, expensive country, city offerings, enjoying life, language skills, academic level, 

friendly people and amazing culture, and living expenses that include accommodation. 

Independently of the type of students (incoming and outgoing) and their status as 

international students (degree or credit-mobility), students agree on the importance of a 

range of needs mostly related to services offered in stages of the International Student 

Lifecycle: pre-arrival and arrival stages. Some services are core, such as sound teaching 

and the offering of a good university, while other needs are peripheral services, such as 
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issues about living conditions and expenses, as well as city offerings. For bachelor and 

master students, no major differences were identified. The most common ones are: city 

offerings and social life. On the other hand, credit-mobility and degree-seeking students 

indicated major differences and needs when they go abroad. While credit-mobility 

students focus more on social life and academics, degree-seeking students focus mainly 

on academics, career prospective and living expenses.  

As noted in the literature review, there are some push and pull factors that operate when 

students are willing to go abroad. Educational, political, social, cultural and economic 

factors are taken into account (De Wit, 2008). In accordance with the results, it can be 

concluded that for all groups of students what a good university is, social life, living 

expenses, career prospective and academics can be either push or pull factors depending 

on the university, city and country characteristics and, of course, on the stage of the 

International Student Lifecycle the student is in.  

 

3.4.1 Push and pull factors within international students’ needs 

The literature indicates that push and pull factors influence international students’ 

experiences. De Wit and colleagues (2008, 2013) identify a series of push and pull factors 

for degree mobility and credit mobility. According to this, there are some push and pull 

factors that operate in the home country and others in the host country. Some of them, 

which can be influencers in credit mobility, are related to friends and family, the condition 

of mobility, financial issues and, of course, the type of information provided (Souto-

Otero, Huisman, Beerkens, De Wit, & VujiĆ, 2013). The provision of information to 

accompany the international experience of students it is yet scarce; nevertheless it is well 

valued by international students to be well informed in order identify enablers and 

obstacles within the comprehensive process of going abroad. Other factors to take into 
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account are those related to the students’ satisfaction and the StudyPortals report Key 

influencers of international students satisfaction in Europe (Van der Beek & Van Aart, 

2014), where three factors comprise the main aspects that influence international 

students’ satisfaction: first, city atmosphere, looks and size; second, quality and attitude 

of the host university’s teachers; and third, approachability and friendliness of the locals. 

In comparison with our data and the sub-questions tested, I see differences between 

international students’ needs when they are credit and degree-seeking students, but not 

significant differences when I compare bachelor and master students that go abroad for a 

period of their studies (credit mobility).  

Relating the findings to push and pull factors, the needs can be divided into several groups 

according to push and pull factors. The notion of an ongoing International Student 

Lifecycle that does not remain static appears to be valid. In other words, international 

students’ needs depend on many factors and different variables. International students’ 

needs were previously identified and labelled according to the type of student or mobility 

programme. Push and pull factors not only need to be taken into account but also their 

personal experiences and background (personal factors). Therefore, needs can be different 

and move along the stages of the International Student Lifecycle, depending on a series 

of factors. In the next graph, the main identified needs are represented in relation to push 

and pull factors (educational, political/social/cultural and economic) in an ongoing circle, 

depending on the personal experiences of international students. 
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Figure 5: Push and pull factors representing main identified international students’ 
needs 

 

Most of the needs are related to all stages in the International Student Lifecycle as 

amended by the author. The cycle contains five stages: pre-arrival, arrival, during stay, 

pre-departure and re-entry services at home.  

The factors and needs are related to all the stages, with arrival and during stay being a 

predominant stage for all students and also bachelors and masters, as well as for credit-

mobility and degree-seeking students. This last group, especially degree-seeking students, 

focus more on the last stages of pre-departure and re-entry services because they 

comment on career prospects, thus on their futures after their mobility period abroad. 

According to the services typology, three types: internal, external and collaborative were 

identified. Most of the needs of international students can be met by providing a 

combination of all of them, possibly by integrating efforts to combine some of them in 

order to offer a better quality of service provision. In fact, most of them are related to 

internal services (those that the institution provides), where collaboration with external 

services (such as accommodation or information about living expenses by governments 
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or other stakeholders) can be achieved. The importance of collaborative services 

organised mainly by student and associations inside and outside the campus was 

identified. Those actors are the ones offering more social activities and are, in some cases, 

the nexus between universities and city offerings and culture.  

 

3.5 Summary 

I conclude this chapter by illustrating the perceptions of international students when they 

go abroad, relating them to service provision and offering some suggested actions for 

institutions in providing a good service for such students.  

Thanks to the Latent Dirichlet Allocation (LDA), a new statistical model that can discover 

the most used topics in the corpus of students’ perceptions, I am able to conclude with a 

deeper understanding of what international students need when they go abroad. Previous 

research focused on the main drivers of international students’ judgements about their 

experience abroad. This study sheds light on the main ideas that comprise those drivers. 

 Some of the findings are related to the quality of the university itself, such as living 

expenses, the quality of teaching, finances and city offerings. Even though some of the 

findings might indicate a need for services that universities cannot provide, there is still 

much to be done to understand the needs of international students and to form strategies 

that will welcome them to a better international environment. University-related concerns 

are the major needs indicated by the sample used in this study. Teaching techniques, 

comprehensive information channels, internationalisation at home and the creation of a 

university culture should be considered among the strategies implemented by universities 

in order to improve international students’ experiences. Others, such as living expenses 

(finances, accommodation) and city offerings can be provided in an information package 
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that ensures that international students are made aware of the characteristics of their 

destination. 

In accord with the findings on similarities or differences between degree and credit- 

mobility students, I have identified that both groups have different needs when they go 

abroad. Credit-mobility students focus more on aspects related to social life, academics, 

living expenses, including accommodation, and buddy services. In this sense and 

according to the results, I see a trend of credit-mobility students emphasising the 

importance of social connections while abroad. On the other hand, degree-mobility 

students show patterns related mainly to three factors, of which two are predominant. 

These are: academic issues, career prospects, financial help services or living expenses, 

being dominant areas for them related to academics and career prospects. 

After analysing international students’ needs of bachelor and master students, it can be 

concluded that there is not any significant difference regarding the needs of both groups 

of students when they go abroad. In general, both groups place more importance on the 

offerings of the city and the social life experience and on academics. 

In section 3.4.of this chapter it is presented a section with results and discussion and an 

interesting reflection on push and pull factors within international students’ needs. It 

introduces an ongoing International Student Lyfecycle containing five stages: pre-arrival, 

arrival, during stay, pre-departure and re-entry services at home, where several push and 

pull factors might occur.  

In fact, actions and activities of the ongoing International Student Lifecycle can be 

fulfilled by three types of services: internal, external and collaborative. Most of the needs 

of international students can be met by providing a combination of all of them, possibly 



178 

by integrating efforts to combine some of them in order to offer a better quality of service 

provision.  
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CHAPTER 4: PERCEPTIONS ON SERVICE PROVISION AND 

SATISFACTION WITH STAY ABROAD 

In this chapter the second set of results related to international students’ needs and 

satisfaction with support services and major areas for improvement are. The participants 

in the focus groups were staff members, international students and student volunteers. 

The data comes from several focus groups at two universities: Universidad Autónoma de 

Madrid (Madrid, Spain) and Università Cattolica del Sacro Cuore (Milan, Italy). For a 

better visualisation of the data, these findings will be shown using the tool QDA Miner 

Lite, a computer assisted qualitative analysis software used for the analysis of textual data 

and in this case, focus groups transcriptions. Finally, series of sub-questions are analysed 

to discover the international students’ satisfaction with service provision. For this 

analysis, data from the ESNsurvey 2016 report on how internationally friendly a 

university is, in which one part is dedicated to support services for international students 

and their satisfaction. The chapter contains four main sections. Section 4.1 indicates the 

objective for this last part of the results. Section 4.2 details the methodology and data 

collection methods used for this chapter, and section 4.3 contains the results. Finally 

section 4.4 comprises a summary of the chapter. 

 

4.1 Chapter objectives 

In this second part of the results the last sub-questions to be answered are tackled in light 

of the research aim and main research question. The analyses focus on international 

students’ needs, which were discussed in focus groups at two European universities, 

where the points of view of staff members, international students and student volunteers 

were shared. Another important and key point was to identify the role of student 



182 

associations in providing services for international students, as well as facilitating 

integration into higher education institutions. Finally the findings on international 

students’ satisfaction with support services are presented. The main research questions 

are as follows: What are the needs of international students abroad in the eyes of staff 

members, international students and student volunteers? Do student associations play a 

role in service provision and integration on campus? How does the provision of service 

impact student satisfaction? Five sub-questions were formulated to facilitate the final 

analysis and conclusions. In the next section the reader is provided with a brief description 

of the methodology. More information on methodology is available in Chapter 2. 

 

4.2 Methodology and data collection 

Two methods and one visualisation tool were used to analyse and visually represent the 

dataset. On the one hand, a deeper view on aspects related to host university support 

services and the role of student associations in providing integration on campus was 

collected through focus groups. The questions were divided into stages of the 

International Student Lifecycle: pre-arrival, arrival and during stage. The points of view 

of the various stakeholders working with international students were represented using a 

visualisation tool named QDA Miner Lite. On the other hand, a basic statistical analysis 

with quantitative data from the ESNsurvey 2016 was used to quantitatively process the 

perspectives of international students on host university services and major areas of 

improvement. 

 



183 

4.2.1 Focus Groups 

The data were collected during six focus groups at two European universities: 

Universidad Autónoma de Madrid (UAM from now) and Università Cattolica del Sacro 

Cuore (or UCSC) with a variety of stakeholders: staff members, international students 

and student volunteers. Altogether, three focus groups per institution were conducted. 

They all took place at the institutions during 2015 and 2016. For the organisation and 

contact with participants, support from the international office of each institution was 

fundamental.  Methodologically, focus group interviews involve a group of 6–8 people 

who come from similar social and cultural backgrounds or who have similar experiences 

or concerns (Liamputtong, 2011). In this study, the participants varied depending on each 

focus group. Generally, each group comprised between five and 10 participants.    

Qualitative analysis software was used to analyse the findings from the focus. The name 

of the software is QDA Miner Lite. It can be used to analyse texts and to conduct a 

structured and systematic analysis of the content of all focus groups.  

 

4.2.2 Descriptive statistics 

I used descriptive statistics to measure the international students’ satisfaction with host 

university support services. The data comes from the ESNsurvey 2016, which is dedicated 

to hosting university support services and to analysing the international- friendliness of 

universities.  

The main questionnaire was aimed at homecoming exchange students, those who had 

completed a short-term study period abroad (one to two semesters). The data collected 

through the questionnaires were used to analyse students’ experiences and satisfaction 

with their exchange period abroad. The questionnaire was composed of 67 questions (65 
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closed questions and two open-questions). There were 12,365 valid responses. The 

questionnaire contained several areas of analyses and variables: European student 

mobility flows, host university support, academic adaptation, social adaptation and home 

university reintegration. For the purpose of this study, the focus was on only one of the 

aforementioned variables “host university support services”. The respondents answered 

a series of questions on various support services such as: accommodation assistance, 

finances, academics, admission, IT services, health and restaurants and cafeterias, 

amongst others. The following section shows the results of this dataset. 

 

4.3 Findings 

The results shed light on (1) international students’ needs from the point of view of staff 

members, international students and student volunteers; (2) role of student associations 

in providing integration on campus; and (3) the provision of service and its relation to 

international students’ satisfaction. The first set of findings relate to services required by 

international students when they are abroad and three sets of stakeholders’ perception of 

international student’s: staff members, international students and student volunteers. 

Furthermore, the role of student associations in service provision and integration is 

examined and finally, data on international student satisfaction with host support services 

is indicated. The questions posed in the focus group were divided into the stages of the 

International Student Lifecycle.  

 

4.3.1 International students’ needs according to the staff members 

In this section the findings on the staff members’ views of international students’ needs 

in the various stages of the international student’s lifecycle are presented. Staff members 
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are key players in offering and providing support services for students. First sub-question 

was as follows: 

(12) Do the needs of international students differ for each stage of the International 

Student Lifecycle? 

QDA Miner Lite was used to analyse and compare the findings. The following items were 

coded: three main stages studied previously in the literature about the International 

Student Lifecycle: (1) pre-arrival services; (2) on arrival services; (3) during stay 

services. A code (MA) or (MI) was used behind each stage to identify the focus group 

case. MA represented the focus group done with staff members from Universidad 

Autónoma de Madrid, Madrid (Spain) and MI represented the focus group done with staff 

members from Università Cattolica del Sacro Cuore, Milan (Italy). 

A series of codes were introduced to identify the service provision most requested by 

international students in each stage, according to staff members. The next table shows the 

coding frequency: category (stage of the International Student Lifecycle), code (most 

requested service provision), count (the times a code was mentioned in the text), 

percentage of codes (percentage of codes according to the whole text), cases (the focus 

group transcriptions) and percentage of cases. 

Table 24 

Coding Frequency 

Category Code Count % Codes Cases % Cases 

Pre-arrival MA1 1- Academics MA 11 13.80% 1 50.00% 

Pre-arrival MA1 1- Accommodation MA 6 7.50% 1 50.00% 

Pre-arrival MI1 1- Academics MI 8 10.00% 1 50.00% 

Pre-arrival MI1 1- Accommodation MI 6 7.50% 1 50.00% 

Arrival MA1 2- Welcome activities MA 5 6.30% 1 50.00% 

Arrival MA1 2- Buddy system MA 7 8.80% 1 50.00% 
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During stay MA1 3- Communication MA 10 12.50% 1 50.00% 

During stay MA1 3- Campus engagement MA 3 3.80% 1 50.00% 

Arrival MI1 2- Cultural engagement MI 13 16.30% 1 50.00% 

During stay MI1 3- Practical needs MI 6 7.50% 1 50.00% 

During stay MI1 3- Campus engagement MI 5 6.30% 1 50.00% 

 

In the following figure, I can see a summary of the results, which contains information 

from two sources. One represents the point of view of UAM staff members and the other 

one the point of view of UCSC staff members.  

 

Graph 2: Column percentage of categories by case (UAM & UCSC) and stage 

 

The results indicate agreement on a series of services that are the most required and 

common for international students from the point of view of staff members. These are: 

academics, welcome activities, communication or information channels, cultural and 

campus engagement, buddy systems and practical needs. In the next part each case is 

analysed in relation to the three stages. 
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4.3.1.1 Findings on international students’ needs from the staff members’ 

perspective: Università Catolica del Sacro Cuore 

Stage one: pre-arrival services 

The staff focus group at the Università Catolica del Sacro Cuore comprised seven people 

(including head of international office, communications office, language department, 

inbound office). Generally, it was determined that the most required services and requests 

from international students when they went abroad were: academic services and 

accommodation services. They did not see language services as a need before arriving 

but they stated that language could be a barrier once they arrived. More information on 

this issue will be presented in the second stage. The UCSC staff members stated that 

academic services, such as how to choose which courses to enrol for, were the most 

challenging issues for international students before arriving on campus. One of the 

reasons for this was related to the provision of information before arriving. Information 

that should contain updated news about the classes and schedules was not always ready 

before they arrived in the classroom. UCSC offers two academic pathways: a programme 

with an internationalised curriculum and a programme containing the “traditional 

subjects” (those that do not have a specifically international component and a curriculum 

that is not necessarily internationalised). The staff members agreed that the same updated 

information was not available for both programmes. According to the UCSC staff 

members, the programme with the internationalised curriculum was available first and 

was more user-friendly for international students, while information on the courses in the 

traditional one was usually not updated on time, so international students were advised to 

look at the previous year’s courses, although there was no guarantee that all of them 

would be offered in all the years and with the same schedule. So the programme with an 

internationalised curriculum was the one with more updates and no complaints were 
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received from the students regarding that one. However, the other programme, which 

most of the ERASMUS students were in, did not contain the same amount of updated 

information. This issue could increase the pre-arrival needs of international students and 

result in differences between the two groups of international students. 

Accommodation or housing was also an important need for international students before 

arriving. The staff members said: “The housing part is sometimes very stressful on our 

side.” In this context, UCSC offers various solutions for housing and one of them is 

collaboration with an external provider that offers not only housing services but also some 

others, such as pick-up services from the airport and trips. The UCSC staff members 

agreed that international students were more or less demanding depending on the country 

of origin and programme. For instance, ERASMUS students seemed to be less demanding 

with housing services. In fact, UCSC staff saw ERASMUS students less demanding than 

international students from other programmes. 

The UCSC staff members did not see language as one of the main needs that international 

students had before arriving. They stated that international students did not seem to be 

very worried about it but they said that it was a concern for them to think about how to 

integrate them if they did not speak Italian. To facilitate their immersion in the language 

of the country, the UCSC offers a pre-intensive Italian learning course. Moreover, an 

explicative pre-guide is sent to all of them with important information.  

Stage two: services on arrival 

International office staff and other departments working with international students offer 

a range of services for international students when they arrive at the university. The main 

ones are orientation, including an ice-breaker moment, and registration, together with 

informative services such as a Facebook page for incoming students. They also offer 
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Italian language courses to English-speaking students because they have very different 

needs and learning styles. The language officer also acknowledged their awareness of the 

cultural shock when they arrived at the university and that they had difficulty adapting. 

For that reason, they were thinking about adding some cultural information to the 

language syllabus. Moreover, tandem lessons were also in their minds but organise them 

because there was a problem with harmonising the schedules of local and international 

students. 

Lack of integration between local and international students was also a factor to take into 

account during this stage. They try to gather together 20-25 local students to help with 

the orientation day, but in some cases the connection does not continue further. As the 

staff members said: “Some of them simply volunteer for that day and they do not see the 

international students anymore.”  

Another important aspect that they commented on was that not all international students 

were equally adept at engaging in the academia dynamics. It was easier for international 

students in the internationalised curriculum programme because the teachers knew that 

they were international students and that they should promote interaction. In other words, 

international students in such programmes live a different experience because the mission 

and vision of the programme differs from the traditional ones. The faculty that offers 

traditional programmes does not have the skills and information to integrate international 

students more in the classroom, which makes integration more difficult.  

Stage three: during their stay 

In this last stage, staff members get more requests relating to practical needs (such as 

how to find a locker, about fixing the internet, phones and computers, and where the 

closest supermarket is). Other types of important requests are connected to psychological 
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and health needs. For that reason, the university provides international students with an 

emergency number. The accommodation or housing provider also has an emergency 

system and number. 

To finalise the focus group, the staff members were asked about the role of student 

associations and their connections with them if they existed at the university. They replied 

that they believed “100% in their role of integrating international students” and that their 

help with organising the buddy system, on the orientation days and with other social 

activities during the year, such as organising trips or social gatherings, was invaluable. In 

short, the staff members recognised the importance of the student association networks 

and advocated the creation of a university culture of student associations to engage 

international and local students more.  

To sum up, I conclude with some final comments from the staff at UCSC: there is still 

work to be done to integrate international students with local students, and to integrate 

and engage them in the classroom, but in the last years some actions have been taking in 

this regard. The UCSC staff pays attention to student requests to provide them with 

information beforehand and a better service quality. Another area to work on is the 

integration in the classroom, together with engaging the rest of the university and 

academia in this process. The next table shows the results from the three stages and the 

most important service to be offered from the perspective of the staff members at UCSC. 
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Table 25 

Needs of international students by stage according to UCSC staff members 

Stage Most important service/s 

Pre-arrival Academics & housing 

Service on arrival Cultural engagement 

During Stay Practical needs and health and psychological needs 

Integration actions on the campus (in and outside the classroom)  
 

4.3.1.2 Findings on international students’ needs in the staff members’ view: 

Universidad Autónoma de Madrid 

Stage one: pre-arrival services 

The UAM staff member focus group comprised five people working in various areas 

related to international student services. These are: language service, administrative 

support service in an international office and study abroad programmes. Of the pre-

arrival services, academic issues were the predominant topics in the conversation, 

together with housing services. The respondents stated that it was difficult to know the 

schedules and which professors were teaching which subject and group in advance. They 

said they got access to this information only once students were on campus. There are 

often problems because the times of some classes might overlap. They also identified 

issues with the information sent from the institution to international students. It often does 

not reach of all them and it can be duplicated or misleading. 

Accommodation was another important need that was identified by the staff members. 

UAM offers residences inside the campus but the focus group participants (staff 

members) did not think that the offer adequately catered to the needs of international 

students who came for a semester or a year. There is also no designated office for the 
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housing services, but UAM offers some housing possibilities or information through an 

external provider that offers accommodation. Some off the internal staff members in the 

focus group seemed surprised by this information because they worked with international 

students but they had not been aware of this option.  

During the focus group, different actions were mentioned to do with mentoring or buddy 

systems and welcome activities. At this stage, UAM trains mentors (students currently 

studying at UAM) and provides them with intercultural training and information about 

how to be a mentor. This is a new initiative organised by the international office, the 

outcomes of which still need to be measured. Participants in the focus group agreed on 

the need to have a combination of buddy or mentor programmes and intercultural training 

(not only for mentors but also for incoming students), as well as a language training. In 

fact, there is an ongoing initiative established by the Vicerectorate of International 

Relations to establish mentor programmes in collaboration with student associations. In 

this regard, the Erasmus Student Network, the international student association, will 

welcome the international students at the UAM campus when they arrive. 

Stage two: services on arrival 

Housing continued to be a big topic in the discussion with UAM staff members in the 

second stage as well. It seems that international students do not look for accommodation 

until they arrive. Consequently, a series of suggestion were made by the staff, such as 

establishing more alliances with external providers if the university could not afford to 

offer a housing service. As for the welcome services, they seem to be decentralised and 

too few main welcome activities were organised by the university. It depends mainly on 

each international office at each school. The respondents observed that there was a lack 

of information being disseminated among the internal staff at the university. In some 

cases, they seemed to be misinformed about some programmes and actions. This result 
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can be related to the decentralisation of services. Sometimes they identified lack of 

information and lack of flow in the communication channels.  

One of the highlights of this stage is the institution’s ongoing process of establishing a 

mentoring programme for the whole institution in collaboration with international offices 

and student associations.  

Stage three: during their stay 

During this stage international students tend to seek information about practical needs 

such as information about wifi and IT services. Staff members in this focus group did not 

identify any other need with respect to international students’ requests during their stay. 

A general comment was made by some of the participants with regard to the lack of 

campus culture and the need to create a campus atmosphere for all at university. In fact, 

they mentioned that we should not think about this to integrate international students but 

also to integrate the Spanish ones. This suggestion dovetails into the concept of 

internationalisation at home provided by universities.  

Also UAM staff members were asked about the role of student associations and their 

connections with them, if they existed at the university. As staff members in UCSC, they 

replied that they believed “100% on their role of integrating international students” and 

that their help by organising the buddy system, and helping with the orientation days and 

with other social activities during the year, such as like organising trips or social 

gatherings, was indispensable”.  Moreover, they stated that more institutional support 

should be given to them. Another idea would be collaborating more closely with the 

international offices and even being partly integrated there. 

To sum up in the UAM case, some initiatives are taking place in order to provide a better 

welcome for international students on campus, such as by offering an institutional 
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organised buddy programme in collaboration with student associations. The programme 

will also have an intercultural component. In this regard, if welcome activities are 

organised by the institution in collaboration with student associations, together with all 

available services on campus, the participants state that it will increase the visibility of 

the services and the awareness of them for all the students. 

One important factor that was mentioned by all parties during the focus groups was the 

lack of integration and engagement on the campus. Therefore, they agreed that more 

effort needed to be made to integrate international students with local students and to 

engage everyone on campus. One goal could be to create a campus culture, as in other 

countries. Another important fact was the lack of resources to provide more services and 

the lack of communication flows between the staff members working in different 

departments. In this regard, this researcher also observed a lack of communication flows 

and opportunities for people working in different departments at the university, where 

most of the services are decentralised and the information does not flow accordingly. The 

next table shows different stages of the International Student Lifecycle and the most 

important service to be offered at each stage, according to the perceptions of staff 

members at UAM. 

Table 26 

Needs of international students by stage from the UAM staff members’ perspective 

Stages Most important service/s 

Pre-arrival Academics & housing 

Service on arrival Mentoring and welcome activities 

During Stay Lack of communication & Campus engagement (integration actions) 
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To conclude the analysis of this part, it appears that international students do have 

different needs depending on the stage they are at. Therefore, a series of actions can be 

taken once the needs are identified by policymakers at and outside the institutions. 

Identifying the needs they have enables the universities to offer a better service that fulfils 

the international students’ needs and enhances their international experience. 

 

4.3.1.3. Findings on international students’ needs from the perspective of staff 

members: UCSC & UAM 

Stage one: pre-arrival services 

During the pre-arrival services stage, volunteer students are asked mostly about 

accommodation and course information (academics). When students require visas, they 

often ask the volunteers to help with the paperwork and bureaucratic matters. 

International students, independently of their country of origin and exchange programme, 

face a new reality, living in a different city with a different culture. Thus they might 

experience problems and stress when searching for a place to live. Accommodation has 

become one of the main unresolved issues that they face before moving to a new country 

for a period of time.  

One of the most important recommendations regarding what student volunteers can do 

for institutions is to establish a mentorship or buddy program. A mentor can help each 

international student with his or her personal requests and with information about the 

university. In both cases (UAM and UCSC), the volunteer students stated during the focus 

groups that both student associations had requested access to the international student 

data in order to help them before they arrived at the university. The normal channels they 

have to advertise themselves are the welcome day at the university, where they ask for 



196 

the e-mail address of those who want to join them. On the other hand, they have also 

created social media pages on which international students can connect and interact with 

them and each other before their arrival. Although many of them might not be aware of 

this online platform, students nowadays interact more on social media than by other 

means. 

UAM and UCSC staff members agree on two main services that international students 

request before arriving at the university. Those are the ones related to academics 

(schedule, information about courses, availability of courses, etc.) and accommodation. 

The UAM staff also added needs related to intercultural training, while in UCSC they 

mentioned a lot of bureaucratic issues such as visas and passports. Apparently, the staff 

members do not see language as one of the foremost student needs before arriving, even 

though UAM staff members feel that international students are not well informed about 

the languages courses and enrolment, while at UCSC they offer a pre-intensive course 

before arriving and a follow up.  

To conclude, the participants in the two sets of focus groups agreed that the most required 

services before arriving were academic one (such as accurate information on courses, 

schedule and availability of courses) and accommodation.  

The next figure represents the distribution of codes (services or actions demanded) of 

each institution with the percentage of importance that was identified during the focus 

groups. The data relates to the results from the first stage, where the participants identified 

the pre-arrival needs of international students. 
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Graph 3: Distribution of codes stage 1: Pre-arrival 

 

Stage two: services on arrival 

In some cases, student associations are asked by the principal of the institution to either 

organise or to collaborate in the organisation of the welcome meeting for international 

students. According to our results, this was the case at both UAM and UCSC. Most of the 

questions were asked on arrival and the needs identified by staff members were related 

to information about courses, the location of the library, health information and 

accommodation (although last need is usually met during pre-arrival stage).  

In all the focus groups, the participants agreed that international students were looking 

for friendship and to create a group of friends once issues such as accommodation and 

course choices had been solved. The organisation of events during the first week, called 

“Welcome Week or Induction Week”, is indispensable with respect to establishing the first 

connections with other students. These activities help to ease the loneliness experienced 

and help in the general wellbeing of those students that miss their home countries and 

environment. 
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Although both universities try to have the same procedures and requirements for all 

international students, they distinguish between students in study. A UCSC focus group 

member commented that  

ERASMUS students, for example, tend to be less demanding and perhaps they have 

different expectations in terms of housing. We also see that American students, for 

example, need to have found housing before they arrive, while the ERASMUS students 

are more easy going and they arrive and find housing. 

The next figure shows the distribution of codes (services or actions demanded) by 

international students during the second stage of arrival services.  

 

Graph 4: Distribution of codes stage 2: On arrival 

 

Stage three: during their stay 

In the third stage, the participants in the focus group agreed that they did not get so many 

questions or requests during the stay of the international student in relation to courses, 

teachers, accommodation providers and friends, because these issue had been resolved in 

the first two stages. Nevertheless, the participants in all the focus groups recognised that 
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student associations continued playing an important role in the integration with local and 

international students and were the only bodies that events during the academic year. 

They saw these student associations as a meeting point where they were offered different 

activities and they maintained the connection between local and international students 

throughout the whole academic year. 

Members of student associations were mostly local students in the case of the Erasmus 

Student Network and international students themselves in the case of ASOEX for a long 

period of their studies. In any case, all the groups of student volunteers who participated 

in the focus groups agreed that more could be done regarding the integration of the newly 

arrived international students from the institutional side and on their own part. 

When I asked them why the role of student associations was important to promote the 

integration and satisfaction of IE, one participant replied:  

“To make international students feel more comfortable and integrate more with the locals 

and also with other foreigners; to live a unique experience in their lives, not only from 

the academic point of view but also in terms of enjoyment.” (Participant in focus group 

one) 

Another respondent suggested: 

“Whoever is part of a student association focused on international students is in charge 

of improving people´s lives. How? Giving smiles; being positive; having fun with 

students.” (Participant in focus group one) 

The next figure reflects the needs and services of international students according to staff 

members from both researched institutions during the third stage: during stay. 
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Graph 5: Distribution of codes stage 3: During stay 

 

To sum up, international students’ needs when they arrive at a new institution are related 

to the following main problem areas with support services: accommodation, and 

academics, which includes admission, Visas and enrolment in courses (lack of accurate 

list of courses for the current year), as well as social and cultural activities for interaction 

and integration with local students. In this sense and taking into account the 

aforementioned results, international students’ needs vary depending on the stage they 

are in.  

I conclude by showing a graphic representation of the data applied to the main questions 

that staff members at UAM and UCSC were asked about international students’ needs 

during the International Student Lifecycle. Lastly, a comparison of the two cases (UAM 

& UCSC) is presented in a bubble chart. 
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Graph 6: Focus group results on international students’ needs according to staff member: 
UAM 

 

 

Graph 7: Focus group results on international students’ needs according to staff 
member: UCSC 

 

Graph 8 shows the results of international students’ needs per stage and case (UAM and 

UCSC) in a comparative way and represented with colourful bubbles. The bigger the 

bubble is the bigger that code or service is for international students, according to staff 

members.  
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Graph 8: Comparative bubble chart with main results on international students’ needs 
per stage of the International Student Lifecycle from both UAM and UCSC 

 

4.3.2 The role of student associations in providing integration on campus 

The focus of this section is on the role of student associations in providing integration 

activities for international students. Staff members, international students and student 

volunteers were asked about this specific topic during the focus groups. Moreover, data 

and information on the role of student volunteer networks within the university was 

spontaneously offered during the focus groups because the participants recognised that 

student associations were providing some services that the university did not cover in 

some cases, such as the organisation of cultural and social activities at the beginning 
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(welcome days) and during the stay of international students at the host institution. They 

also admitted that they played an important role in providing international students with 

friends and contacts during their mobility period. More information on this topic is 

represented and explained in relation to the next sub-question. 

(13) How is the role of student associations in providing integration at university 

perceived by staff members, international students and student volunteers? 

The focus here is on the role of student volunteer associations in providing integration 

services for international students. The same question was put to staff members, student 

volunteers’ members and international students themselves. As I saw in the literature 

review and according to the European Parliament Study (2015, p. 33), internationalisation 

is 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. As I can see from this definition, internationalisation is not just 

about attracting international students but also about integrating them into an international 

and intercultural dimension at universities.  The thoughts of the main three groups of 

stakeholders (staff members, international students and student volunteers) on this topic 

were analysed. 

Staff members’ opinion 

At the end of the focus group, staff members from UCSC and UAM were asked about the 

role of student associations and their connections with them, if any existed at the 

university. In any case, the staff members from UCSC recognised the importance of the 

student association networks and advocated creating a university culture of student 

associations to engage international and local students more. The UAM staff members 
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recognised their importance as well, but they focused on the need for more institutional 

support and a closer collaboration with international offices, even though they agreed on 

student associations being partly integrated into the international offices. 

Thus, according to the staff members, student associations play a vital role in the 

integration of international students at university.  

Student volunteers were also part of the focus groups. Most of the members had been 

international students themselves some time ago. Next, their thoughts and perspectives 

on the role of student associations in order to provide integration at universities are 

presented. 

Student volunteers’ opinion 

All of them agreed on their role of bringing together international students and connecting 

them to the university and host culture by undertaking several activities appropriate to all 

the stages of the International Student Lifecycle. In this sense, student associations 

continue playing an important role in the integration of local and international students. 

They see themselves as the only bodies organising events during the academic year, not 

only before the international students arrive or on arrival, but also during the year. They 

affirm that international students see student associations as a meeting point for social 

interaction by offering various activities that help them to maintain the connection 

between local and international students throughout the whole academic year. 

Finally, the international students were asked about their experience and how they 

integrated at the host institution.  
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International students’ opinion 

Both groups of international students at both universities affirmed that student 

associations played an important role at universities with respect to their integration. The 

international students from UAM and from UCSC interviewed in the focus groups stated 

that student associations offered a broader social service than other services and staff at 

the universities.  

UAM international students were asked which services offered better integration 

opportunities for them at the university. They replied by mentioning ESN or other student 

associations, and the mentor programme or buddy system offered in some institutions. 

They also identified the welcome days and the Spanish course offered as a great place for 

integration with local and other international students. Finally, they said that at UAM the 

student association ESN offered them a wide range of social activities during their stay. 

When the UCSC international students were asked which activities took place to integrate 

the local and international students at the university, they mentioned the welcome 

activities organised by the International Relations Office during the first days and ESN 

with respect to integration during the year. However, they said that there was not much 

integration into the culture and it was difficult to connect and integrate with local 

students.  

To conclude, I see a trend of international students willing to know more about the host 

culture and about local students, but it is still something that has not been greatly achieved 

through the official integration channels (international offices, classes, student 

associations, for instance). All of them try to provide integration activities to foreign 

people, such as the international relations office organising welcome days during the first 

days or offering a mentoring programme or buddy system. International officers also do 
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this by connecting them with student associations such as ESN, which offers a social and 

cultural immersion in the host country. Indeed, they also promote more integration 

activities to connect with international students and, in a few cases, with local students, 

apart from the volunteers and members of the student associations. However, more effort 

needs to be made by institutions to integrate international students into the host culture 

and to create channels to connect with local students.  

To conclude, the answer to the research question is as follows, staff 

members/international students/student volunteers think that student associations play an 

important role in the integration of international students at university, although more 

integration activities with local students are desirable.  

 

4.3.3 The provision of services and its relation to international students’ 

satisfaction 

This section sheds light on possible problem areas at host universities on service 

provision. The question of whether a greater provision of services increases international 

students’ satisfaction is also analysed. Finally, the effect of major problems areas on the 

satisfaction of international students with their general stay is analysed. 

As noted in section 4.2.2 above, data was sourced from the ESNsurvey 2016 

questionnaire, which elicited 12,365 answers. One of the aims of the survey was 

congruent with the focus of this paper: host university support services. In particular, in 

order to gain a better understanding of the provision of host university support services 

for international students, the questionnaire asked about the availability of services, about 

major problems international students faced abroad and about students’ satisfaction. This 
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topic and the data related to it fitted with the research objective of the current study and 

provide this researcher with a large database on student support services.  

In the graph 9 below, the primary focus is on services provided to international students 

once they arrive at the institution. Seven main areas related to the host universities support 

services were chosen: accommodation assistance, buddy programme, welcome 

presentation, orientation week, student associations, local language course and cultural 

adaptation course.  

 
Graph 9: Availability of host university support (ESNsurvey 2016) 

 

The above graph shows that the most common support service for incoming exchange 

students is an introductory / welcome presentation upon arrival (87%). The next biggest 

score (83%) was given to a course on the local language. Although the availability of a 

student association that helps international students was very high (82%), it might be 

biased due to the methodology of spreading the questionnaire through a network of 
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student associations. On the other hand, the buddy programme, assistance with 

accommodation and a course about cultural differences were the least offered services.  

The next graph represents the most problematic areas in relation to service provision, in 

which international students might have experienced some problems. The students 

responded to the question: Did you have major problems with any of the following topics 

at your host university?  

 
Graph 10: Evaluation of problematic areas at host universities (ESNsurvey 2016) 

 

(14) Do international students have major problem areas with host university 

support services? 

As I can see in graph 10, finances constitute the main problem area for international 

students when they go abroad. The respondents (23.3%) agreed that they had problems 

with finances or financial aid. Academic assistance can be the selection of courses, 

schedule and enrolment in courses. The data show that academic services might be one 

of the areas most in need improvement because international students indicated 
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dissatisfaction (22%) with this area. In line with our previous findings from the focus 

groups, international students still see academic issues as a major problem area when 

going abroad. The schedule and course calendar are not always updated in time before 

international students arrive at the new institution. 

Additionally, the results show that international students are not satisfied with the 

accommodation assistance provided by higher education institutions. Accommodation is 

the third most problematic area with respect to the services offered by institutions and, 

therefore one of the main areas in need of support service improvement. An average 

number of 18% of the respondents agreed that they were not satisfied with the 

accommodation assistance.  

IT services are very important to international students because they serve as a connector 

to their countries, families and friends. However, IT services were the fourth problematic 

area. In fact, a good IT service provision can enhance the satisfaction of the international 

students and their belonging to the community because they are also connected. 

International students do not see health services as a major problem area, indicating that 

they are satisfied with the service provision. Restaurants/ cafeterias are also not a major 

problem area for international students, according to the results of the ESNsurvey data. 

Therefore, international students are satisfied with the service provided in restaurants and 

cafeterias. 

To sum up this section on availability and major problem areas in relation to service 

provision, a set of problems and needs that international students experience when they 

go abroad has been identified. The results show that finances are the most problematic 

area (23%). Academic issues (22%), which include course and exam schedules, together 

with enrolment in courses (21%), were the next biggest concerns. The third most 
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important problem area was accommodation (18%). The results do not show major 

problems for international students with services such as: restaurants/cafeteria, mental 

health issues, visa or admission. However, IT services (13%) was one the most 

problematic areas after accommodation and before health or admission issues.  

According to Li and Kaye (1998), a series of factors influence overseas students’ 

perceptions of their learning environment and learning experience. These factors are 

divided into different categories: student’s academic progress, teaching and tutoring, 

student services and support and student’s English language. The aforementioned study 

determined that the five most common problems experienced by international students 

were: financial problems, integration problems when mixing with local students, 

academic progress, English proficiency and accommodation. This partly agrees with our 

results that the major problems that international students face at universities have been 

identified as enrolment in courses, accommodation and living expenses, admission and 

arrival issues, finances and IT connections. Few respondents found problems with 

services such as: restaurants /cafeteria, mental health issues, visa and admission.  

The following part comprises an examination of whether a greater provision of services 

increases student satisfaction.  

(15) Do the provision of services increase student satisfaction? 

The data for this part comes from ESNsurvey 2016. The statistical analysis enables one 

to determine whether there is a significant relationship between the number of support 

services offered and the satisfaction of international students. The next table shows the 

results after applying the Sperman’s rho correlation coefficients between the number of 

support services provided to students and satisfaction. 
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Table 27 

Spearman's rho correlation coefficients between the number of support services 

provided to students and satisfaction 

 Total number of 

support services 

Satisfaction with 

host university 

services 

Satisfaction with 

stay abroad 

Total number of 

support services 

1.000 .194** .159** 

Satisfaction with 

host university 

services 

.194** 1.000 .344** 

Satisfaction with 

your stay abroad 

.159** .344** 1.000 

**. Correlation is significant at the 0.01 level (2-tailed) 
 

The results indicate that international students were more satisfied as more services were 

provided. Moreover, international students were less satisfied the more major problems 

they experienced. For this reason, it would be advisable for higher education institutions 

to offer a broader range of services and enhance their quality to satisfy international 

students. In relation to that, I ask in the next sub-question whether there is a relation 

between the major problems and the satisfaction of international students with their 

general stay.  

(16) Are major problems correlated with international student satisfaction? 

In order to answer this sub-question, the number of major problems faced by international 

students was correlated with their satisfaction.  
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Table 28 

Spearman's rho correlation coefficients between the number of major problems faced by 

students and the students' satisfaction 

 Total number of 

major problems 

Satisfaction with 

host university 

services 

Satisfaction with 

stay abroad 

Total number of 

major problems 
1.000 -.223** -.193** 

Satisfaction with 

host university 

services 

-.223** 1.000 .344** 

Satisfaction with 

your stay abroad 
-.193** .344** 1.000 

**. Correlation is significant at the 0.01 level (2-tailed) 
 

As we can see in the table above, the number of major problems faced by students is 

related to their satisfaction. The correlation is significant and therefore it can be concluded 

that the number of major problems that international students face influences their 

satisfaction with the host university’s services and, therefore with their stay abroad. 

 

4.4 Summary 

In this chapter the findings on several aspects related to international students’ needs, 

satisfaction with the services provided and the analysis of whether student associations 

play a role in the integration of international students in the host universities were 

extrapolated. The results in the first section show that staff members identify a series of 

services that are most demanded by international students. These are: academics, 

welcome activities, communication or information channels, cultural and campus 

engagement, buddy systems, and practical needs. The analysis was divided into three 

stages of the International Student Lifecycle: pre-arrival, on arrival and during stay. It is 

important to mention that not all services are important in all stages, even though in some 



213 

areas, such as accommodation, there can be a need in the pre-arrival and arrival stage 

due to the fact that this issue sometimes cannot be resolved before arriving at the 

institution.  

Findings from UCSC indicate that academics and accommodation (housing) are the most 

important services during the pre-arrival stage. On arrival, cultural engagement is the 

second need identified by UCSC staff members. Finally, in the third stage, a lot of needs 

regarding practical issues and health needs arise. They also see a great demand for 

integration activities on the campus and outside the classroom, in order to provide 

students with an internationalised campus where local and international students interact 

in comprehensive ways, not only in the classroom but also outside. 

UAM staff members agree on the pre-arrival needs: academics and accommodation 

(housing). On the other hand, as they reflected on services on arrival their focus moved 

to mentoring actions and welcoming activities. This can be closely related to what the 

UCSC staff identified as cultural engagement once international students arrived at the 

host institution. Finally, a general lack of communication between departments was 

identified.  

The conclusions of both groups about international students when they arrive at a new 

institution are related to the following main problem areas with respect to support 

services: accommodation and academics, which includes admission, and enrolment in 

courses (lack of accurate list of courses for the current year), and cultural engagement by 

offering social and cultural activities.  

In the next section of this chapter, the role of student associations in providing 

international students opportunities to integrate into campus life was investigated. The 

focus group participants recognised that student associations were providing some 
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services that the university did not cover, such as the organisation of cultural and social 

activities at the beginning and during the stay of international students at the host 

institution. They also affirmed their importance in connecting local and international 

students, thus providing international students with friends during their mobility period. 

Both groups of staff members (UAM and UCSC) saw a trend of international students 

wanting to know more about the host culture and about local students, but this was still 

something institutions had not adequately catered for. Even though there are some 

attempts to provide integration activities for foreign people, such as those organised by 

the international relations office during the first days (welcome days or by offering a 

mentoring programme or buddy system), they are not enough. Staff members recognise 

the social and cultural offerings of student associations but more effort needs to be made 

by institutions to provide for the integration of international students into the host culture 

and to offer opportunities to connect with local students. These strategies should not 

depend only on student associations. Finally, international students and student volunteers 

all think that student associations play an important role in the integration of international 

students at university, although more integration activities are desirable.  

The final set of results in this chapter relate to the major problem areas with host 

university service provision, according to the international student data from ESNsurvey 

2016. International students had the most problems with academics (enrolment in 

courses) accommodation and living expenses, admission and arrival issues, finances and 

IT connections. Few respondents had problems with services such as: restaurants 

/cafeteria, mental health issues, visa and admission.  

By correlating the number of services offered with student satisfaction, it can be 

concluded that the more services were provided, the more satisfied international students 

were. Conversely, international students are less satisfied the more major problems they 
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experience. Thus, the number of major problems faced by students is related to their 

satisfaction and, therefore with their stay abroad. 
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CHAPTER 5: DISCUSSION, LIMITATIONS AND FURTHER 

RESEARCH 

In this final chapter, I present the discussion elaborated through the literature review 

process and deduced from the results obtained during the empirical research. Moreover, 

I offer some suggestions and recommendations for the management of universities and a 

new approach to the International Student Lifecycle, as well as a new dimension to the 

internationalisation cycle (2012).  Finally, the limitations of the study and some 

recommendations for future research are presented. 

The main research objective of the dissertation was to identify international students’ 

needs when they go abroad in relation to service provision, to identify the stakeholders 

involved in this process and to analyse students’ satisfaction with their stay abroad.  

In my view, this Doctoral Thesis is relevant to the field of higher education management 

because it will help interested parties to understand how formal and informal support 

services for international students function and are organised in European universities. It 

brings an innovative and fresh perspective by using a probabilistic topic modelling 

approach to consider the comments of international students regarding their stay abroad 

on a series of support services offered at host institutions. 

In Chapter 1 I presented a revision of the general concept of internationalisation of higher 

education from the point of view of various authors and examined several approaches to 

and definitions of the topic over the past 20 years. I used as a starting point the latest 

definition of internationalisation, which was updated and published in the European 

Parliament study (2015, p.33): 

[…] the intentional process of integrating an international, intercultural or global 

dimension into the purpose, functions and delivery of post-secondary education, in order 
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to enhance the quality of education and research for all students and staff, and to make a 

meaningful contribution to society.  

This definition serves as a useful guide to including all the stakeholders at the university 

who play a part in the international student’s life and who thereby enhance the quality of 

their education. In this Doctoral Study, I focus on how the quality of international 

students’ experience can be enhanced by providing appropriate support services as part 

of an institution’s internationalisation strategies by setting clear and reachable goals in 

and outside the campus. Based on the results of this dissertation, I propose adding a new 

dimension to the “Internationalisation cycle” (2002), in particular to the integration phase 

(number 9) and to “the internal circle” (an addition by De Wit, 2002), which represents 

the supportive culture that will facilitate the integration of internationalisation into all 

aspects of institutions. In my opinion, it is important in that phase to include 

collaborations between formal and informal services at universities to enhance the quality 

of education, research and service function of the universities. This means that 

universities will have to cooperate with a variety of stakeholders and offices in order to 

support international students’ needs and to provide a quality service that brings 

satisfaction. In this sense, a collaborative approach is aimed for as part of the 

internationalisation cycle of an institution.  

In addition to that, I have collected information about different ranges of support services 

and offices that could be used at institutions. Thus, an inventory of support services for 

international students is shown with a description of the service. 

Another relevant finding of this Doctoral Study is related to the stages of the International 

Student Lifecycle. After analysing the literature and then conducting the empirical study, 

I modified the International Student Lifecycle into an ongoing cycle with two extra stages: 

pre-departure from host institution and re-entry or reintegration into the home institution. 
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It is an ongoing cycle, because once the international student is back at the home 

institution, a learning process whereby the outcomes of mobility are articulated begins. 

Consequently, it is desirable that institutions offer a well-prepared package of activities 

and services for those students coming back home, first to prepare them with all the 

information possible before leaving the host institution and, secondly, by providing them 

with support services and activities in order to smooth their return and to restore their 

sense of belonging to their community. 

It will be important to take into account the type of services required in each stage of the 

International Student Lifecycle and to research which array of services would best fit the 

needs of international students in each stage. Furthermore, offering a better variety of 

quality services and practices aimed at achieving greater satisfaction and improving 

retention rates among international students, will help institutions to be part of the global 

market and to increase international students’ experience and satisfaction. 

In Chapter 2 I presented the methodology, namely information about proposed methods, 

research questions and sub-questions. A total of 16 factors were tested by means of three 

methods: probabilistic topic modelling, focus groups and statistical analyses. A mixed 

methodology was used, combining quantitative and qualitative analyses of data and a 

triangulation design, which involved the collection and analyses of quantitative and 

qualitative data. The data were divided in accord with the three main research questions, 

which were:  

(RQ1) What are the needs of international students when they go abroad? 

(RQ2) Do student associations play a role in service provision and campus integration 

of international students?   

 (RQ3) How does the provision of services impact student satisfaction? 
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In the next chapters I introduced the research questions and methodology, and disclosed 

a series of results acquired by gathering the views of all the stakeholders that play an 

important role in the internationalisation of the institutions and also in the provision of 

support services: international students, staff members and student associations.  

In Chapter 3, I concluded by illustrating the perceptions of international students when 

they go abroad, relating them to service provision and offering some suggested actions 

for institutions. The findings in this chapter were related to RQ1. 

Thanks to the Latent Dirichlet Allocation (LDA), a new statistical model that can 

determine the most used topics in the corpus of students’ perceptions, I was able to 

acquire a deeper understanding of what international students need when they go abroad. 

Previous research focused on the main drivers of international students’ judgements about 

their experiences abroad. This study sheds light on the main ideas that comprise those 

drivers. 

 Some of the findings are related to the quality of the university itself, such as living 

expenses, the quality of teaching, finances and city offerings. Even though some of the 

findings might indicate a need for services that universities cannot provide, there is still 

much to be done to understand the needs of international students and to form strategies 

that will welcome them to a better international environment. University-related concerns 

are the major needs indicated by the sample used in this study. Teaching techniques, 

comprehensive information channels, internationalisation at home and the creation of a 

university culture should be considered among the strategies implemented by universities 

in order to improve international students’ experiences. Others, such as living expenses 

(finances, accommodation) and city offerings can be provided in an information package 

that ensures that international students are made aware of the characteristics of their 

destination. 
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The literature shows that internationalisation is a complex issue, deserving a 

comprehensive approach to attaining even higher international mobility numbers. This 

aim requires the removal of the main obstacles detected (those I have labelled city 

offerings, living expenses, academics and social life, among others) to increase the 

international students ranks. The result should be a fairer and more inclusive university 

internationalisation strategy. However, organisational, cultural and budget limitations 

hinder universities from applying a wide range of internationalisation strategies. As a 

consequence, universities should identify their priorities if they wish to maximise the 

impact of their internationalisation strategies. In this sense, the findings of this study are 

relevant to the internationalisation agenda of universities, and therefore to their strategies. 

The strategy, as the literature review shows, has two aspects: programme-related actions 

and organisation-related aspects. I have found that if universities try to accommodate 

international students’ perceptions and needs within their strategies, the focus should be 

on those elements that contribute to the building of a good university (friendly lecturers 

and professors and an enjoyable atmosphere), and to assure sound teaching (good 

professors teaching with adequate methods, fair student assessments). These two topics 

(good university and sound teaching) combine programme- and organisation-related 

actions. Therefore a wise mix of both types of actions is advisable. 

The consequence for universities could be that they will attain stronger positions within 

the higher education global market because they will attract more international students 

due to the high satisfaction indicated by previously enrolled students. To attract 

(international) students is not a goal in itself, but an integrated goal within the 

internationalisation strategy of universities. 



224 

A sound knowledge of the determinants of international student satisfaction will facilitate 

a tailored provision of services for them. Thus, a well-attuned service provision could be 

a competitive factor for universities in the global higher education landscape.  

It would be advisable for university executives to follow up on student perceptions of the 

services provided using a methodology similar to the one used in this research. The result 

should be updated with in-depth information on programme-related as well as 

organisation-related actions within the internationalisation strategy. From the starting 

point offered by the findings of this study, it is clear that universities must prioritise their 

main actions (programme and organisational), such as improvements to teaching quality, 

enhancing learning methods, upgrading the course organisation and ameliorating student 

assessments. Students also indicate other topics relevant to their experience: living 

expenses, expensive country and city offerings. Although universities are unable to 

control macroeconomic circumstances, they can certainly help to reduce the costs of food 

and accommodation within the campus and provide accurate information about the host 

country. Universities should also try to ensure that regional and local authorities offer 

improved conditions to students, considering that they represent additional income for 

locals. The aim should be to implement a more inclusive university internationalisation 

strategy. Finally, universities and local authorities should collaborate to improve city 

offerings in general, especially those related to culture.  
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Table 29 

Suggested actions for universities 

 

Label 

 

Suggested actions 

 

What a good 

university is / 

Academics 

Improve teaching techniques; shorten student/professor ratios; 

enhance the university experience; offer comprehensive 

information; offer internationalisation at home 

Living expenses Build facilities and alliances to offer a good value-for-money 

relationship 

Sound teaching/ 

Academics 

Design and develop updated and internationalised curricula; 

encourage good teaching techniques; apply better student 

evaluation schemes 

Expensive 

country 

Implement deals with public agents to reduce students’ costs, 

considering that the host country benefits from mobility students’ 

expenses 

City offerings Develop integrated networks for the full enjoyment of all the 

city’s offerings (cultural, social) 

Social life Offer various social activities on campus. Engage international 

students with the university. Offer student associations, buddy 

programmes and mentees, and enhance the integration of local 

and international students inside and outside the classroom.  

Career prospects Provide international students with competencies for an 

international job market. Offer international students internship 

opportunities at home and abroad. Create a network for 

internships and job offers; and engage students within the 

university, such as in alumni networks. 

 

The literature has clearly established that services offered to international students matter, 

but the findings of this study represent a deeper view of the issue, because they indicate 

specific aspects of the seven main topics considered above. Universities should be aware 

of this set of international students’ concerns and consequently implement the right 

strategies in order to fulfil their expectations. 
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In line with these suggestions, the results show that the reputation of the host university 

is of paramount relevance in the students’ minds and consequently impacts their 

perceptions of the abroad experience. Academics, costs, culture, friendliness, information 

and career prospective are the dominant issues in the perception of mobility students 

regarding what an excellent abroad experience is. Thus, students assess their abroad 

experience as a whole. In their assessments, the issues can balance each other out, but the 

aforementioned ones are essential to define the experience as excellent. Some of the 

issues have been mastered by universities (reputation, academics, friendliness, 

information and career prospects), and the others not completely (cost, culture). 

Universities aiming to boost their international dimension should focus on the 

improvement of all the academics aspects; teaching quality and innovation are the key to 

success in this area. Alongside the academic issue, universities should be better organised 

in order to smooth out all the processes linked to the mobility students and provide 

internationalised curricula. A university’s strategy that is clearly focused on 

internationalisation should be implemented in a co-evolutionary process with 

organisational change. The consequent advances could improve the university’s 

performance with respect to aspects such as language skills needed, friendly people at 

university and convenient accommodation. Another important service identified by 

degree-seeking students is the careers prospects service. In some cases, international 

students look for internships or job opportunities in the country in which they have 

studied. While the issue is not completely controlled by the university (costs, culture), 

there is room to implement alliances with other agents (in the public and the private 

sector) as part of the search for a reduction of the burdens (costs) and the enhancement of 

the attractiveness of the mobility experience. The actions aimed at lessening the costs for 

international students should be a must for those universities that are really committed to 
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internationalisation, because cost has huge relevance for mobility students. This is a very 

important issue because the growing universities’ internationalisation must be more 

inclusive. This can be achieved by abandoning elitist orientations in order to make it 

affordable for a larger set of students. 

In Chapter 4, I focused on the results related to RQ2 and RQ3. I dealt with several aspects 

related to international students’ needs from the perspective of staff members, satisfaction 

with the support services provided and the analysis of whether student associations play 

a role in the integration of international students in the host universities. The analysis was 

divided into three stages of the International Student Lifecycle: pre-arrival, on arrival 

and during stay and it showed findings from UCSC staff members and UAM staff 

members. Findings from both the UCSC and UAM employees indicate that academics 

and accommodation (housing) are the most important services during the pre-arrival 

stage. On arrival, cultural engagement is the second need identified by the UCSC staff 

members, while the UAM staff identified more activities and needs related to mentoring 

actions and welcoming activities. Finally, the UAM staff members agreed on a general 

lack of communication between departments within the university. In the third stage, 

during stay, both institutions identified needs regarding practical issues and health needs. 

They also saw a great demand for integration activities on the campus and outside the 

classroom, in order to provide students with an internationalised campus where local and 

international students interact in comprehensive ways, not only in the classroom but also 

outside. I can generally conclude by stating that support services such as: accommodation 

and academics, which includes admission and enrolment in courses, were in high demand 

in both institutions, as well as cultural engagement actions by offering social and cultural 

activities.  
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It would be advisable for higher education policymakers and representatives to assess 

international students’ needs in relation to different aspects of the university’s offerings 

to provide a quality assistance and experience abroad. 

Another part of the results in Chapter 4 related to the role of student associations in 

providing international students opportunities to integrate into campus life. For this 

purpose, the participants in all the focus groups, namely staff members, international 

students and student volunteers, were asked about the role of student associations in the 

integration of international students on campus. Most of the staff members located in the 

international offices at the two institutions agreed that they did not have the time to make 

sure that integration activities were taking place. They cited a lack of funding and time. 

Moreover, few of the staff members had been trained for that purpose and they 

acknowledged that they had a lack of knowledge about integration activities. 

Generally, all the participants in the focus groups recognised that student associations 

were providing some services that the university did not cover or offer, such as the 

organisation of cultural and social activities at the beginning and during the stay of 

international students at the host institution. Providing connections between local and 

international students was also a key point in the focus groups. It was clear that they 

would like to offer more interaction between local and international students but this was 

still something the institutions had not adequately catered for. In general terms, they 

realised that they organised some integration activities at the beginning of the semester 

but not during their stay. They agreed on a lack of staff and time to follow up during the 

period of stay.  

To conclude this part of findings, I found that even though staff members, international 

students and student volunteers recognised the social and cultural offerings of student 

associations, they also acknowledged that more effort needed to be made by institutions 
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to provide for the integration of international students into the host culture and to offer 

opportunities to connect with local students. Thus a collaborative approach between 

formal and informal services would be desirable, in order to formulate the best strategies 

to integrate student associations or similar entities into the regular activities of formal or 

institutional services. Thus, all the focus groups members thought that student 

associations played an important role in the integration of international students at 

university. 

In the last part of Chapter 4, the major problem areas with host university service 

provision, according to the international student data from ESNsurvey 2016, were 

analysed. To sum up, the respondents agreed on having the most problems with 

academics (enrolment in courses), accommodation and living expenses, admission and 

arrival issues, finances and IT connections. Few respondents had problems with services 

such as: restaurants /cafeteria, mental health issues, visa and admission. These data echo 

the findings in Chapter 3. I correlated the number of services offered with student 

satisfaction. The findings indicate that the more services provided, the more satisfied 

international students were. Conversely the less satisfied the international students were 

the more major problems they experienced. To conclude, higher satisfaction is related to 

fewer major problems; therefore institutions should overcome major problematic areas in 

relation to service provision in order to enhance international students’ experience and 

increase their general satisfaction with the stay abroad. 

 

5.1 Limitations and Further research 

This Doctoral Thesis showed in great detail the issues that shape credit-mobility students 

in the European context with respect to international students’ needs when they go abroad 

in relation to service provision. The stakeholders involved in the internationalisation 
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process were identified and student satisfaction with their stay abroad was analysed by 

comparing a number of issues affecting them and their satisfaction. However, knowledge 

gaps might persist if a different dataset is sourced, such as basing the analysis on degree-

mobility students or by changing destination or continent of origin. In fact, to carry out 

this type of analysis will be very useful for university internationalisation strategies in 

order to attract and retain students and to provide them with general satisfaction and 

enhancement of their international student experience.  

Another limitation is related to the topic model method, because I used MALLET, which 

is a basic tool that is good for an exploratory approach. Thus the analysis done so far is 

useful for conducting a first exploration of the data. However, the numeric value of the 

perplexity essentially offers an idea of the quality of the parameter settings of the model. 

This would be an area for further research. 

Even when I used a huge collection of students’ reviews and other types of data from 

focus groups and survey answers on support services by gathering the opinions of staff 

members, international students and student volunteers, the availability of larger sets of 

this type should offer new opportunities to deepen the understanding of this matter. In 

this sense, this Doctoral Study can be replicated in a broader context by using my study 

as a basis for further research and analysis. 

For further research, it could done by using the new data collected from the platform 

STeXX and the company Studyportals, where the number of international students’ 

reviews has increased from 73,715 to 176,075 in the last two years. In this sense, the same 

study could be conducted to analyse a bigger sample and make a comparison in a 

longitudinal study and to identify trends.  
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Another possibility for further research would be to compare the results that are related 

to European Union countries with results from other regions in the world. For instance, 

to compare support services for credit and degree-mobility students and levels of studies 

(bachelor or master) in other regions in the world as well and to include more universities 

in the sample. Finally, one could go further with the integration of the methodologies used 

in order to refine their triangulation, and also complete the model’s evaluation with a 

calculation of perplexity, in order to offer a more complete view of the model.  
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GENERAL CONCLUSIONS 

In this part of the Doctoral Thesis, I summarize general aspects of the dissertation and 

conclusions. 

The objective of this dissertation was to identify international students’ needs when they 

go abroad in relation to the service provision to identify the stakeholders involved in this 

process and to analyse students’ satisfaction with their stay abroad.  

In order to carry out this Doctoral Study, I have used mixed-methods design with an 

inductive approach combining three different methods: probabilistic topic modelling, 

focus groups and statistical analysis. In this sense, this Doctoral Thesis presents a mixed-

methodology approach, where quantitative and qualitative methods are combined through 

a triangulation design. Data were divided in three research questions as follows: 

(RQ1) What are the needs of international students when they go abroad? 

(RQ2) Do student associations play a role in service provision and campus integration 

of international students?   

(RQ3) How does the provision of services impact student satisfaction? 

To be able to answer the research questions, I have analysed 16 factors which main 

general conclusions are presented below:  

 International students’ needs vary depending on home and host country.  

 Moreover, the needs of international students change by comparing between 

credit-mobility students and degree-mobility students. It also changes when I 

compare by level of studies (bachelor or master). 
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 If I do not distinguish between type of studies or level of studies, international 

students’ needs are related to the university quality, cost of life (finances), 

teaching quality and city offerings.  

 In this sense, it is notable that international students are concerned with support 

services that University offer during their period of stay (university- related 

support services). Some of their concerns in this regard are: teaching techniques, 

communication channels, internationalisation at home and the creation of a 

university culture.  

 On the other side, results shown that universities should offer updated and 

accurate information from the actual living cost in the host city and country for 

international students.  

 As internationalisation is a complex topic, it requires to take into consideration 

international students’ opinions and to gather qualitative data to tackle their needs. 

So, a more qualitative rather than quantitative approach is desired.   

 Evaluations from international students’ perspectives can be divided into two 

groups of information within the internationalisation strategy. On one side, actions 

related to the programme and the curricula, and on the other hand, actions related 

to the organisation. 

 It is proposed to use to include collaborations between formal and informal 

services at universities to enhance the quality of education, research and service 

function of the universities by adding a new dimension to the “Internationalisation 

cycle” (2002). 

 An inventory of support services for international students and policymakers of 

higher education institutions is shown with a description of each service. 
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 The International Student Lifecycle proposed by the Higher Education Academy 

has been modified in order to provide with an ongoing cycle with with two extra 

stages: pre-departure from host institution and re-entry or reintegration into the 

home institution.  

 There are significant differences between the needs of credit-mobility students 

and degree-seeking students. Credit-mobility students focus more on social life in 

the host country, academics and living cost (finances). While degree-seeking 

students focus more on academics and career prospective.  

 On the other hand, there are not significant differences between bachelor and 

master students.  

Next results come from Chapter 4 of this Doctoral Study. This chapter presented findings 

from the second and third research question.  In this part, I analysed international 

students’ needs from the point of view of staff members, international students and 

student volunteers from two European universities Universidad Autónoma de Madrid 

(UAM) and Università Cattolica del Sacro Cuore (UCSC). Results are divided according 

the three main stages of the International Student Lifecycle: pre-arrival, on arrival and 

during stay. Main findings are presented below: 

 Staff members from both institutions stated that the most requested support 

services for international students are those that are more common to be offered 

during the first stage of the cycle. These support services are: academics and 

accommodation provision.  

 On the other hand, staff members from UCSC mentioned that it will be necessary 

and desirable to offer integration activities into the culture, while UAM staff 

members focused on welcome activities and the offering of mentoring 

programmes.  
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 All members in focus groups agreed on the important role of student associations 

to offer integration and interaction for international students in the host institution. 

 During the last stage of the cycle, both institutions identified common needs from 

international students that are related to practical needs and health services. They 

also state that there is a demand to offer integration activities on campus.  

Finally, in Chapter 4, I compare resulting data from the ESNsurvey 2016 on host 

university support services, where international students express their major concerns for 

support services such as academics (enrolment to courses), accommodation and living 

cost, admission, finances and IT connection. On the other hand, results do not show 

significant concerns with support services such as cafeterias and restaurants or health and 

mental issues.  

To conclude, results were correlated with the number of support services offered and the 

international students’ satisfaction. The findings indicate that the more services provided, 

the more satisfied international students were. Conversely the less satisfied the 

international students were the more major problems they experienced.  

The Doctoral Thesis finalises with a series of limitations and several proposals for further 

research. Some limitations are related to the methodology used and to the sample used, 

as mainly is based in the European Union, where more of the international students are 

ERASMUS. In this sense, it will be interesting to replicate this study with more 

institutions involved from other countries outside the European Union to provide with 

broader and enriching findings.  
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CONCLUSIONES GENERALES 

En esta parte del Estudio Doctoral, resumo los aspectos generales de la Tesis y las 

conclusiones generales. De este modo, el objetivo de esta Tesis era identificar las 

necesidades de los estudiantes internacionales cuando van al extranjero en relación con 

la provisión de servicios para poder identificar los accionistas que forman parte de este 

proceso en las universidades. Asimismo una parte importante de esta Tesis era analizar la 

satisfacción de los estudiantes internacionales con su experiencia en el extranjero. 

Para poder llevar a cabo el objetivo principal de este Estudio Doctoral se ha usado una 

metodología mixta con una aproximación inductiva. En concreto, se han empleado tres 

tipos de metodologías diferentes: probabilistic topic modelling (modelado probabilístico 

de tópicos o grupos de palabras), focus groups (grupos de discusión) y un análisis 

estadístico. De esta forma, esta Tesis Doctoral usa una metodología mixta, en dónde se 

combinan datos cuantitativos y cualitativos a través de un diseño de triangulación. Los 

datos estaban divididos según las tres preguntas de investigación principales identificadas 

que se presentan a continuación:  

(RQ1) ¿Cuáles son las necesidades de los estudiantes internacionales cuando van al 

extranjero? 

(RQ2) ¿Las asociaciones de estudiantes juegan un papel en la provisión de servicios e 

integración en el campus de los estudiantes internacionales? 

(RQ3) ¿Cómo impacta la provisión de servicios en la satisfacción de los estudiantes? 

Para poder responder a estas tres preguntas se han examinado 16 factores cuyas 

conclusiones generales se presentan a continuación: 

 Las necesidades de los estudiantes internacionales son diversas dependiendo de 

su lugar de origen y de destino. 
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 Además las necesidades de los estudiantes internacionales varían si comparamos 

estudiantes de crédito y estudiantes de grado completo, también por nivel de 

estudios grado o master.   

 Las necesidades principales en términos generales, sin distinción por nivel de 

estudios o tipo de estudiante de movilidad tienen que ver con la calidad de la 

universidad, el coste de la vida (finanzas), la calidad de la enseñanza y la ciudad 

y lo que ésta ofrece. 

 De este modo, se aprecian un tipo predominante de preocupaciones en relación 

con los servicios que ofrecen las universidades dentro del periodo de movilidad 

de los estudiantes. Éste estaría relacionado con los servicios que ofrece la 

universidad (university- related). Algunas preocupaciones de los estudiantes en 

este sentido serían: las técnicas de enseñanza, los canales de comunicación, la 

internacionalización en casa y la creación de una cultura universitaria. 

 Por otro lado, los resultados muestran que las universidades deben ofrecer 

información actual sobre el coste de vida en la ciudad y país de destino de los 

estudiantes internacionales. 

 Dado que la internacionalización es un tema de abordar complejo, se requiere que 

este sea abordado teniendo en cuenta las opiniones de los estudiantes 

internacionales y otra serie de cuestiones de carácter más cualitativo y no tanto 

cuantitativo y número de estudiantes internacionales que hay en la institución.  

 La información recogida después de evaluar las percepciones de los estudiantes 

se puede dividir en dos grupos de información dentro de la estrategia de 

internacionalización. Las acciones relacionadas con el programa y el currículo y 

por otro lado, acciones relacionadas con la organización. 
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 Se propone incluir una fase de colaboración entre los servicios formales e 

informales en las universidades para mejorar la calidad de la función de la 

educación, investigación y servicio de las universidades dentro del “Ciclo de 

internacionalización” (2002). 

 Se ha desarrollado un inventario de servicios de apoyo con descripciones de cada 

servicio  para estudiantes internacionales y legisladores de instituciones de 

educación superior 

 Se propone una modificación en El Ciclo de Vida del Estudiante Internacional 

que ha propuesto la Higher Education Academy convirtiéndolo en un ciclo en 

movimiento con dos fases extra: pre-departure (previa a la salida del estudiante 

de la institución de acogida) y re-entry (reintegración a la institución de origen).  

 Existen diferencias entre las necesidades de los estudiantes de crédito (credit-

mobility students) y de grado completo (degree-seeking students). Estas están 

relacionadas con: los estudiantes de crédito se centran más en la vida social en el 

país de destino, la parte académica y el coste de la vida (finanzas). Mientras que 

los estudiantes de grado completo se centran en la parte académica y en las 

perspectivas laborales.  

 Por el contrario, no se encuentran diferencias significativas entre los estudiantes 

de grado y de master.  

Los resultados que se muestran a continuación están relacionados con el capítulo 4 de 

esta Tesis. Este capítulo se centró en analizar la segunda y tercera pregunta de 

investigación. En este apartado me he centrado en analizar las necesidades de los 

estudiantes internacionales desde el punto de vista del personal de la administración, los 

estudiantes internacionales y estudiantes miembros de asociaciones de dos universidades 

europeas, la Universidad Autónoma de Madrid (UAM) y la Università Cattolica del Sacro 
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Cuore (UCSC). Los resultados se presentan en el capítulo 4 divididos por las tres 

principales fases del International Student Lifecycle: pre-arrival, on arrival y during stay. 

Los resultados más interesantes de este apartado son: 

 Ambos representantes de la administración de las dos universidades afirman que 

los servicios más demandados por los estudiantes internacionales durante la 

primera fase del ciclo son los académicos y los de alojamiento.  

 Por otro lado, a su llegada el personal de la UCSC hace hincapié en que son 

necesarias acciones de integración cultural, mientras que en la UAM los 

estudiantes demandan programas de mentores y actividades de bienvenida. 

 Todos los miembros de los grupos de discusión acordaron que las Asociaciones 

de estudiantes juegan un papel fundamental en la integración e interacción de los 

estudiantes internacionales en la universidad de acogida.  

 En la última fase, ambas instituciones identifican que las necesidades más 

comunes son cuestiones prácticas y de salud. Además afirman que existe una gran 

demanda por actividades de integración en el campus.  

Finalmente, en el capítulo 4 se contrastan datos del ESNsurvey 2016 sobre los servicios 

de apoyo en las universidades de acogida, en el que los estudiantes expresan su mayor 

preocupación por servicios tales como, académicos (inscripción a cursos), de alojamiento 

y coste de la vida, admisión y cuestiones de llegada, finanzas y las conexiones a internet. 

Por otro lado, no muestran preocupaciones significativas con los servicios como 

restaurantes y cafeterías o asuntos de salud o mentales. 

Para finalizar se correlacionaron estos resultados sobre el número de servicios ofrecidos 

y la satisfacción de los estudiantes internacionales. Los resultados demuestran que al 

mayor número de servicios ofrecidos, mayor satisfacción por parte de los estudiantes.  
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Este Estudio Doctoral finaliza mostrando las limitaciones y varias propuestas de 

investigación a futuro. Algunas de las limitaciones están relacionadas con el método 

empleado, dado que es útil para hacer una primera exploración de los datos. Por otro lado, 

este estudio se ha centrado en países de la Unión Europea y, principalmente en estudiantes 

internacionales bajo el programa ERASMUS. De este modo, sería interesante replicar 

este estudio con una muestra de universidades más amplia y fuera de los países de la 

Unión Europea para poder obtener resultados en un marco más amplio y enriquecedor. 
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ANNEXES  

Annex 1. Protocolo Focus Group versión en español 

PROTOCOLO - FOCUS GROUP  

(Versión española) 

 

Se ha elaborado un protocolo por grupo de discusión: estudiantes internacionales, 

personal de la administración y voluntarios de asociaciones de estudiantes. 

 

 

Consentimiento de los estudiantes internacionales 

 

Como estudiante internacional ha sido seleccionado para participar en un estudio sobre el 

papel de las asociaciones de estudiantes para promover la integración y satisfacción de 

los estudiantes internacionales en el campus universitario. El estudio pretende evaluar la 

satisfacción de los estudiantes sobre la calidad de los servicios y su alcance en la 

integración en el entorno educativo. Se requiere participación voluntaria, concretamente 

para contestar un breve cuestionario que recoja tus opiniones personales sobre los temas 

considerados. La valoración que se ponga en cada cuestión refleja la percepción del 

estudiante en cada uno de los aspectos considerados. 

Por supuesto que la información será elaborada de forma anónima y no afectará de 

ninguna manera al expediente académico. Las respuestas individuales serán tratadas de 

forma confidencial. Solo la información agregada del “focus group” será hecha pública. 

Sin embargo, la información que se recoge a través de los cuestionarios nos será muy útil 

para tener un mejor conocimiento de las actitudes y percepciones de los estudiantes 

internacionales en el campus universitario de acogida. 

 

La cumplimentación del cuestionario indica que has entendido la naturaleza del estudio 

y que participas de forma voluntaria. 
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Annex 2. Focus Group protocol English version 

English Version 

 

A protocol has been created to each focus group: international students, staff members 

and student volunteers).  

 

 

International Student Consent Form 

 

My name is Adriana Pérez Encinas and I am a PhD student from Universidad Autónoma 

de Madrid. I am part of the research community at Università Cattolica del Sacro Cuore 

and currently carrying out a comparative study between both institutions. You have been 

selected as international students to participate in a study about the role of student 

associations to promote integration and satisfaction of international students on campus. 

This study aims at evaluating the satisfaction of students with the quality of the services 

and its scope in the integration with a new educational environment.  

We request your active and volunteer participation in order to answer a short 

questionnaire in our effort to gather your personal opinion about some related topics. 

The provided information is anonymous. Each individual answer will be treated with 

confidentiality.  Only the aggregated information from the “focus group” will be 

published. Additionally, the information gathered in this questionnaire will be very useful 

in knowing a bit more about your perceptions and the aptitudes of international students 

at their host university campus. 

 

By filling this questionnaire, you indicate that you have understood the nature of the study 

and that you are agreeing to participate voluntarily. 
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Annex 3. Transcription Focus Group nr.1: Student Associations - UCSC 

 

Date: May 2015  

Place: Universitá Cattolica del Sacro Cuore 

Participants: 6 ESN members 

 

Pre- arrival services  

Moderator/Moderador: Some of you have been abroad? Was there an ESN Section or 

similar? 

- (Some): Yes. 

- (Some): No. 

 

Moderator/Moderador: In the case of yes, did you decide to join ESN after being there? 

- Yes. 

 

Moderator/Moderador: Why? 

- (Participant 1) Basically because I had fun with them and they were more like 

friends than people on an organization. And they did not just help me in organizing 

my nights out or clubbing but also with serious staff like university exams. I mean 

they were like real friends. 

- (Participant 2) More or less the same and I will say that the important thing is that 

they offer different kind of activities so then you do not have to doubt to join or not 

because then if you like just one thing. You can join them just for the parties, just 

for the trips or just for any kind of activities so it was really useful and yes, they 

were more friends than an organization. 

- (Participant 3) I agree with them. I have nothing to add. 

 

Moderator/Moderador: And in the case that there was not student association, how did 

you decide it to join ESN here in Cattolica? 

- (Participant 4) When I was in Erasmus there was not any student association for 

foreigners or for international students and then I had to find something by myself 

in there. When I came back I did not have any idea of any student association but I 
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was by chance close to this office (international students office). And then for the 

very first moment I fall in love with them, because they needed help and I wanted 

to help them, just warm as we are now… so I like them… 

- (Participant 1) I knew a student association like ESN but I was not living in Milan 

so they asked me to join but I was not brave enough. When I was in Erasmus it was 

not an organization like that, just the international office and I really liked the fact 

that it was like a family, all together from all over the world. Then I came back here 

and then I wanted to improve my skills, talk again in English and German and I did 

not want to lose the languages so I decided to join just one week after I came back. 

 

Moderator/Moderador: And in the case of you two the international office were doing 

some activities or something 

- (Participant 4) No, but it was this association, not the International Office of the 

university. It was just ESN. 

 

Moderator/Moderador: Ah, when you came back here? 

- (Participant 4) Yes, in my previous university the university was providing contact 

to this association. 

- (Participant 1) For me it was the International Office for that university and they 

organize lots of activities like museums or city tours, also parties but not a lot. I 

thought there were not so many events and I thought it could be funnier here… 

 

Moderator/Moderador: Participant 5, you have not been abroad but how will you 

define/know the association? 

- (Participant 5) I know about the association from Participant 4 because we live 

together in the dorm of the university so she introduced me this organization. 

 

Moderator/Moderador: How will you define it? 

- (Participant 5) First I did the ESN card and going with them in the evening to do 

some activities, actually for the tandem program so the first impact was the tandem 

and then I start to participate also with other activities and then go inside.  
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Moderator/Moderador: How will you define yourself before being in ESN. Something 

changed from before to now? For example, I heard from some of you that before you 

were not brave before going on exchange. 

- (Participant 2) I think the important point is the Erasmus not ESN 

- (Some) Agree. 

- (Participant 6) Because I started to be in ESN just after Erasmus. 

- (Participant 2) The same for me, I mean after your Erasmus you live more easy-

going and this helps to join an organization like this and practically to be a 

volunteer… I do not think I would have done the same If I would not have gone on 

Erasmus. 

- (Participant 6) Then you want to know more people because for example I live in 

Milan and I have all my friends from Milan so I was not interested in knowing more 

people but after you have been on Erasmus you change your mind and you want to 

get in touch with people that comes from other countries. 

- (Participant 3) I think that the point is Erasmus. As soon as I arrived I joined the 

first activity of ESN and there I met my Erasmus friends, people that I have spent 

time during the whole year so I was so thankful for that that this was the reason why 

I have decided to join ESN  and also once I have arrived in Erasmus I just decided 

to be brave so my mind was completely open so I decided to do all the things that I 

have the chance to do . 

- (Participant 1) Yes, because you know that people are not…. Here in Italy well I 

know him and I know her and I do not want to behave in some ways but there they 

were foreigners and I did not know anyone so yes I can join everything. 

- (Participant 4) To me it is a bit different because when I was in Erasmus I was just 

when I arrived I was brave open-minded and I did not have any fear or anything, it 

was just like I am now but one thing changed before I was trusting more people but 

then knowing and experiencing some things I understood that people are different 

not everybody is the same so something changed in my mind. Erasmus I think just 

opens you and goes you the chance to meet people that will be also the most 

important of your life in case… that is the only change… 

 

Moderator/Moderador: Which kind of needs do you think that international students have 

before coming to university? So they just a letter saying you have been nominated or 

selected to go to this city. Which kind of needs, if you did not have the experience, which 
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kind of needs you will have? Needs of the questions that students ask you before coming 

here? 

- (Participant 1) I think when I got accepted I need to understand some things and I 

did not know the city because it is really small and then I got deeper and then ok so 

for me it is important to know the city to get into that experience. Maybe to meet 

the person that went there before me and maybe ask people that live in Germany, I 

do not know…just to understand… 

- (Participant 6) For me it was to find a place where to live and for example for that 

point of view I did not have any help from university and it was a bit a problem also 

because in the city where I went it is hard to find something. 

- (Participant 1) For me is the same, just to know how to find accommodation, to find 

accommodation. Also you need to understand if the university is close or far from 

the city center and maybe you need some advice form the guys from the 

international office. They say it is better to rent a dorm in the uni or just do not do 

it because the university is very far so it is better if you find something …. I think 

the accommodation is important. 

- (Participant 2) There are a lot of needs and probably accommodation is the first 

need. A good point is to have someone to ask you a question so for example the 

buddy program worked for me because I did not know the city yet and cultural 

things so you need to have before you start living there someone that it is waiting 

for you there, someone you can ask and he is there. It is very useful and it helps.  

- (Participant 4) Vittotio but the buddy was from the association or from the 

university? 

- (Participant 2) So the buddy program was organized by ESN but with people from 

the university so just not the people from ESN because they were not enough but 

for example my buddy was a student from the uni and not a member of ESN. 

- (Participant 4) OK. 

- (Participant 2) The buddy program was made by ESN. 

- (Participant 4) I was asking just if the university provided the contact of Erasmus 

to the association to start this…? 

- (Participant 2) Yes, international office I think. 

- (Participant 4) I think that apart from the accommodation one of the most important 

needs for someone that goes to another university is also to auto arrange the subjects 

because sometimes is hard to choose or to find or to go to a professor and say: can 
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I make this? Or no you can´t, or to accept it when you come back and sometimes is 

a struggle because sometimes people can go abroad. 

- (Participant 2) Or some other they go before and then when they come back they 

got problems for that. 

- (Participant 4) I have got a friend that went to Viena and after one week had to come 

back because of a problem of the university. They said he could make subjects in 

English, he was Spanish and he arrived they told him, no only in German. 

 

Moderator/Moderador: And do you have problems with the tutors? 

- (Participant 4) Most of the time with every tutor. 

- (Participant 1) The host university or the home university? For Germany there is a 

program with classes that you understand German exams and the structure.  

- (Participant 6) I think it is the only program doing that, I have studied foreign 

languages and I think it is the only kind of destination that has this program… 

 

Moderator/Moderador: Is it a preparation when you are there? 

- (Participant 6) Yes because exams are totally different from Italy so they explain 

you basically how to choose your classes and how to choose exams. 

 

Moderator/Moderador: but do you do this before getting there? 

- (Participant 6) Yes. 

 

Moderator/Moderador: How? On-line? 

- (Participant 6) No, they organize classes but they help you in the choice of the 

courses 

- (Participant 2) It does not happened to others. 

- (Participant 6) No, I do not think so. 

 

Moderator/Moderador: Now as ESN members, which kind of needs or things that 

students asked you before coming here? Or do you not have any contact? 

- (All) Accommodation. The accommodation is the most asked. High percentage of 

them ask for it.  

- (Participant 4) Or if I get lost how can I do? Mobile card? At the beginning this but 

after ten days they start with problems with accommodations and that they cannot 
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join your association because I am looking for it. Also questions about how does it 

work for the subjects. Some can arrange everything and some get lost by 

themselves. 

 

Moderator/Moderador: Sometimes it looks like you are not just doing what ESN means 

like organizing cultural activities but sometimes you are even answering administrative 

things that you should not. You can help of course but you are not the one being paid to 

do this. 

- (Participant 2) Yes. 

- (Participant 4) We got a service housing for example and if some ask for example: 

can you advice so someone will work on it. And some of us will give advice. They 

help to look for but not giving the house or providing accommodation. 

- (Participant 2) Sometimes we do have to do the job of the international office more 

than a student organization. They ask you things more like subjects or fees or 

whatever but we are not supposed to answer than.  

- (Participant 4) Most of the times for example Erasmus student just asked us who is 

the student that have the same course because it is the most experience person that 

can help. And we put together the similar students and they can help each other. 

 

Moderator/Moderador: Do you have any…or you ask the international office for some 

help to answer these questions? 

- (Participant 2) They asked us help. 

- (Participant 4) Until this moment international office did not give us any contact 

for Erasmus. They discover us when they come here most of the times. 

 

Moderator/Moderador: It will be really great that…well it is not working in many 

institutions because of the data privacy, but that when students come you can get the 

contacts to provide international students with a mentor before arriving. 

- (Participant 2) Yes, that´s how it works in some universities. 

 

Moderator/Moderador: That´s ideal but it is only working in some universities…. My 

university was not working like this and as I was head of an international office I decided 

to do it only for the faculty  but then you can only gather 500 students instead of 1500. 
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Or 300 students instead of 1500 that will be the whole university but there was not 

something centralized we decided to do it a part.  

 

On-arrival services 

Moderator/Moderador: we move to the second part. ESN is Erasmus Student Network but 

I guess…. Which kind of students or nationalities do you receive? All nationalities or 

only Europeans? 

- (Participant 5) Yes European students but also specially from United States a lot of 

and from Southern America but depends on the semester. 

- (Participant 2) And then we also have the summer. 

- (Participant 5) We also have Summer programs, Summer schools so they come 

from Australia, U.S, Mexico and we have another program for French students. 

 

Moderator/Moderador: During the Summer School are you also active? 

- (Participant 5) Yes. 

- (Participant 2) Because they international office asks us to do things for the 

international students that come during the Summer. Actually I have been here 

today to talk about this. 

- (Participant 4) The most work we have I think is with the ISTEC program with 

French students because they are here three months. They are from a business 

school in Paris and they are here for 3 months and university precisely for this 

months asks us to organize activities because the university are collaborating more 

closed. 

 

Moderator/Moderador: Do you also provide there some mentor? Some language service? 

- (Participant 2) We want to but it is hard as we are not so many as we need but the 

aim is to get it sooner or later. 

 

Moderator/Moderador: When they ask you to organize things, do you have any support 

from the IRO? 

- (Participant 2) Anything (meaning nothing). 

 

Moderator/Moderador: Do you have a room to stay? 
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- (Participant 2) We do not have a room we are hosted by another student 

organization. We do not have any money or nothing. We do it because we are 

volunteers and because we like doing it. 

- (Participant 5) We haven´t money from university because before we were not 

organized but now that we are organized we can ask for some support. 

 

Moderator/Moderador: I think actually because it has been 3 years since it is running. 

- (Participant 4) The association was born in 2012 but the university recognized us 

not at the same time. 

 

Moderator/Moderador: But in any case 3 years…there are many student associations still 

fighting to get support after many years and if they are asking you to help and do things 

you are in the good track to hopefully get soon more support like an office. 

- (Participant 2) Well we need an office because now it is not space for all the staff. 

 

Moderator/Moderador: You are completely volunteers guys and that´s very cool. You are 

doing…ESNers are doing this because we believe in what we do but at some point we get 

used to some things and what you are doing is really pure, really unique. But for example, 

if you need rooms… 

- (Participant 2) Yes, we ask the university and normally they give us. 

 

Moderator/Moderador: Does your association collaboration with any other student 

association? Or club? 

- (Participant 5) For parties we have partnerships with one group and also in Milan 

we have 6 ESN associations so if they organize something we can collaborate all 

together.  

- (Participant 2) We have trips with the six sections of Milano or activities like the 

tandem night. 

 

Moderator/Moderador: And for example do you collaborate with any NGO or provider? 

Or you do it everything yourself and when you do something different is with another 

ESN sections. 

- Yes. 
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Moderator/Moderador: Which kind of services do you provide? 

- (Participant 5) Accommodation. 

 

But do you provide accommodation? 

- (Participant 1) We organize trips. 

- (Participant 5) We help them to find accommodation. 

- (Participant 2) We send them websites. 

- (Participant 1) Or maybe some Erasmus student who have a room tells us. 

 

Moderator/Moderador: Through Facebook or which media? 

- (Participant 2) E-mail and we also have a Facebook group too. 

- (All) With the tandem nights we also share activities, trips, city torus, parties. 

- (Participant 2) Yes, of course at the beginning there is the welcome day and the 

welcome week and a lot of activities. 

 

Moderator/Moderador: And the welcome day and welcome week, do you organize it 

together with the international office? 

- (Participant 2) The welcome day yes. It is not organized with them, it is that there 

is a presentation from the international office and we have a table. 

- (Participant 4) Sometimes they allow us to present our association but sometimes 

no. So we just have a stand and we can promote our association. 

 

Moderator/Moderador: And the welcome week is the one that the office organize or is it 

the one you organize? 

- (All) We organize. 

 

Moderator/Moderador: But are there two different things? 

- (Participant 2) there is not welcome week from them. 

 

Moderator/Moderador: What do you do/organize here? 

- (All) City tour, campus tour, parties in the night, a trip or a day trip during the 

weekend, the tandem in the second week and aperitivo or some dinner. 

 

Moderator/Moderador: Then you are coordinated with the university services? 
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- (All) Yes. 

 

 Moderator/Moderador: But you do not collaborate more than in the French program, 

Summer school and welcome day? 

- (All) Yes. 

 

Moderator/Moderador: So we already talk about the support from the international office 

that it is not much nowadays. 

- (Participant 2) To be honest the international office is the office inside in the 

university that supports us more but there are things like the chance to get an office 

for us it does not depend on the international office. They can support us. 

 

Moderator/Moderador: We talked before about the needs that students have before 

arriving to university, and now, which needs students have or do they ask you when they 

are here, when they arrive. Maybe some of them do not have accommodation maybe some 

of them …. 

- (Participant 3) Information about classes and courses. Maybe some of them have to 

change because the program is not the same as in their home uni so they ask about 

it. 

- (Participant 5) Maybe where is the library, where can they study, where they can 

do a copy, maybe if they have any health problem they ask where they can go to a 

doctor. 

- (Participant 4) To me is the opposite. I mean before it is more important classes and 

when they come accommodation to my experience. It is what they ask me. 

 

Moderator/Moderador: And then during the stay, imagine they solved everything, they 

know where the library is, they have a house, so during the stay why they continue joining 

ESN? What is missing for them? 

- (Participant 1) Basically because they know that when they are joining our activities 

they meet people. It is like a kind of meeting point for them. 

- (Participant 2) Sometimes, I think about the trips. We try to have trips plan to tell 

them before when we go to Rome, Venice or whatever, so when we go all together 

is cheaper for them, so they can join the ESN trip because it is cheaper than going 
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by themselves. I think the most important thing for them is to life in a group, stay 

in a group with international students and they know that in our activities they are. 

 

Moderator/Moderador: Do you connect local students with international students? 

- (Participant 4) Basically with ESNers. 

- (All) Yes we are the locals. 

- (Participant 4) I do not mean students from Cattolica. 

 

Moderator/Moderador: Do you think is it good for a good integration? 

- (Participant 4) I think that we promote the tandem project that it is for exchange of 

languages. Most of the time we have promoted, for example, when I was at class I 

was telling my colleagues, there is a project with Erasmus would you like to come 

and improve your languages skills (Spanish, German…) sometimes they joined us 

and they help either our colleagues or Erasmus students but sometimes is not 

possible. 

 

Moderator/Moderador: Who are the members of the tandem program you provide? Are 

they ESNers? 

- (All) Yes. 

 

During stay services 

 

Moderator/Moderador: Do you think that students are satisfied with the services? What 

is your perception? 

- (All) Yes. 

 

Are they satisfied with the services that ESN promote? 

- (Participant 2) Mostly yes. 

- (All) Yes. 

- (Participant 4) They know this is something not profitable so… if something is not 

like they expect they understand and they know we make everything for make them 

happy. 

- (Participant 3) They decide to join us. So I think they are satisfied and if something 

is not so perfect they understand. 
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- Most of the time they are surprised that we are volunteers. 

 

Moderator/Moderador: And they ask you even probably? 

- (All) Are you not getting paid? Why are you so kind to me?  

- (Participant 4) But if for example, in a trip something goes wrong then they ask, 

what is happening ah you are not good!!!! As a joke… everything goes with a 

solution. 

 

Moderator/Moderador: Are they satisfied with university services? What is your 

perception? 

- (Participant 4) Most of them they do not tell us, but if for example you have a 

friendship then this person tells you, something like my signature has not been 

approved or I have to repeat another signature when I come back but just these 

things. They do not share with us these kind of thoughts. 

- (Participant 2) Starting from this year we made a feedback survey like an ESN 

survey, at the end of the semester we will have the first feedback and the questions 

are more or less yours. 

 

Moderator/Moderador: Can I have the feedback when you have it? 

- (Participant 2) Yes. 

 

Moderator/Moderador: Ok, to finalize, coming back to the local and international 

students. You said that only the contact you provide is through a friend, come to join. But 

do you think this connection is enough? I am not saying you have to do it but is it enough 

to know Italians, at the end cannot it be that we form in ESN students ghetto or a 

community that does not let students to go further? 

- (Participant 2) I think yes but there is also (the otro lato della medalla) because 

Italians I know that wanted to integrate with foreigners at the end they joined ESN 

so it is also possible that there are some Italians that do not care about international 

students and they do not help. 

- (Participant 4) And for example, when they are at class they do not want to know if 

there are Spanish, French… 
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- (Participant 6) I asked to some Erasmus students about their integration in their 

classes and they told me that people know they are from another country but they 

are not so interesting in knowing them or sharing with them time. 

- (Participant 2) I think we could improve the integration with the locals but I do not 

think we create a ghetto as long as we are an opened organization. As soon as all 

the students can join our organization and activities so there will be international 

atmosphere and so on… 

- (Participant 1) Maybe if students here at Cattolica know that there is an organization 

like that maybe they see it differently. Last year I was the only one that knew about 

ESN and I had a close friend that is from Germany and I mean she went to the 

events organized by ESN but not so much but she has now a lot of Italians friends. 

On one hand, I think international students are a bit shy and maybe they did not talk 

to Italian students. IN my case, I wanted to meet Germans. But other friends were 

not really interested about it so they do not have German friends. 

 

Moderator/Moderador: This is something that maybe, my next question will be? Could 

you do something more? Like the promotion, I do not know if you do it, or how you 

approach them. But at some point you will realize that some years there are not so many 

students that want to continue and join ESN… and then you have difficulties to integrate 

ESNers. We use the vice-rector email to do promotion and then you ended up doing 

recruitment. 

- (Participant 4): You do not have the contacts. 

 

Moderator/Moderador: You do not need the contacts of the Italians you need the contact 

of the person that should send an e-mail. 

- (Some) Should. 

 

Moderator/Moderador: Do not have a mailing list that all students are reading? With 

information… 

- (Participant 4) They do not allow us to integrate with the contact they have. 

- (Participant 2) We make like recruitment activities and welcome bag. 

- (Participant 4) The ones joining is because they knew ESN abroad. Last year we 

had a contest Italy put 500 euros to people going abroad. They know the association 

but none of them came back to us. 
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- (Participant 1) I did not receive any email from the university. I found ESN in 

Facebook 

- (Participant 2) We have this kind of activity tomorrow and we came to the 

international office to please ask to send the email and they send it today for our 

activity tomorrow.  

- (Participant 4) We have to promote ourselves by internet, the website.  

 

Moderator/Moderador: Do you know any other student organization here doing 

something similar to you? 

- (Participant 5) There have been till last year. That provides almost the same 

activities as us but for this year no anymore. It was ESEG. 

 

Moderator/Moderador: What are your strongest points as student organization?  

- (Participant 4) We are friendly. They come to us even if we do not have something 

planned for them for those days, I think.  

- (Participant 2) Being helpful. 

- (Participant 6) Because they have fun when they join us. 

- (Participant 4) I think at the beginning they are curious about us. They want to be 

brave. 

- (Participant 1) I also think about the events that ESN organizes. For example, 

tandem nights where they can play with the Italian languages, they learn other 

words or city tours are really interesting and something they cannot find without 

any organization. 

- (Participant 3) They want to learn the more but at the same time to have fun. That´s 

also something we can provide. 

 

Moderator/Moderador: Do you think that this type of associations play an important role 

in the integration and satisfaction of international students?  

- (Participant 2) We would not be here. 

- (All) Agree. 

 

Moderator/Moderador: If some of you could sum up the main I have asked you and what 

do you want me to know. What is the message that ESNers want to tell me?  
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- (Participant 4) That the association works with university is important. And we 

want to tell you that it is hard but it is not impossible. We are growing day by day 

and with the years we are making big steps. At the beginning we were not many 

and now we are fighting for a room for contacts from Erasmus students. With the 

passing of the time we will reach these goals. 

- (Participant 6) I think we should put this into consideration as we have done 

everything in our own so with little help from university we will do more things. 

- (Participant 5) Something more and something better 

- (Participant 1) The fact we are young and students we want to have fun with them, 

to become friends… 

- (Participant 4) Basically because university cannot do what we do. They should 

leave us some work they cannot manage. I think it is not easy for a university like 

this to leave a lot of contact to someone that they do not know. But during these 

years we have demonstrated that we organize trips, activities and everything they 

ask us we manage to do it. So I think in one year more or less we can have more 

support for them. 

- (Participant 6) That we are serious. 

- (Participant 2) We do not have something that can prove it but I think that the 

Erasmus students could say that they live a different experience with ESN or 

without ESN. They need to think that they could not offer some services without 

the support from ESN, when they get it… 

- (Participant 4) Sometimes it will be easier if they trust us more than they trust us 

now. Because if they give us contacts it will be easier for us to take people with us 

and to help them because at the end we do not earn any cent for this.  

 

Moderator/Moderador: One point mentioned here is that the IRO needs to see that we do 

not want to earn something, we are just happy by a thank word you from an international 

student. Or just by seeing them, happy this is our reward, our salary. 

 

Moderator/Moderador: Participant 2, imagine you met tomorrow the Rector in the 

elevator but then the elevator stops and you need to convince him to give you support. 

What will you mention to the Rector? 

- (Participant 2): The welcome day, the welcome week, the tandem, the discounts, 

the housing and all the services that you cannot provide them. I will say the 
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problems we have and can be solved quite easily. IN this case, they should help us. 

Most of the time, they do not know what we do. I am sure that the Rector does not 

know what we do. I am sure other people under him. 

 

Thank you. 
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Annex 4. Transcription Focus Group nr.2: Student Associations - UAM 

 

Date: June 2015 

Place: Universidad Autónoma de Madrid 

Participants: 4 ESN members and 5 ASOEX members 

Participante 1 (ESN): Yo me llamo (omitido) y soy de ESN y nuestra actividad principal 

es recoger a los estudiantes que vienen de Erasmus. Hacemos actividades, les damos la 

bienvenida con un meeting en el salón de actos, hacemos un montón de actividades 

durante el primer mes para que se conozcan y así hablan entre ellos, luego a lo largo del 

curso hacemos tours por Madrid, viajes... todo dirigido  a que ellos tengan la oportunidad 

de integrarse y conocerse entre ellos y sentir que son parte de la universidad.  

  

Participante 2 (ESN): Yo soy (omitido), y para no repetirnos mucho hago lo mismo que 

Marta. 

  

Participante 3 (ASOEX): Mi nombre es (omitido), yo colaboro con la asociación de 

estudiantes extranjeros, más tácticamente hasta el 2010 pero bueno, mantengo el contacto 

con Linda sobre lo que se hace últimamente. 

  

Participante 4 (ASOEX): Mi nombre es (omitido), también miembro de ASOEX 

actualmente estoy doctorándome en el departamento de geografía, vengo de Guatemala 

de la universidad san Carlos. 

  

Participante 5 (ASOEX): Mi nombre es (omitido), me estoy doctorando en historia del 

arte dirijo la asociación de investigadores extranjeros, y colaboramos básicamente para 

extranjeros comunitarios 

  

Participante 6 (ASOEX): Me llamo (omitido), estoy haciendo el doctorado de educación, 

sobre la lengua española como lengua extranjera, también soy miembro de ASOEX. 

  

Participante 7 (ASOEX): Soy (omitido), hago muchas cosas en la UAM, colaboro 

estratégicamente y técnicamente con ASOEX. 
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Participante 8 (ESN): Yo soy (omitido) y por no repetir todo lo que hemos dicho de ESN, 

también participo en sus actividades desde hace 5 años. 

  

Participante 9 (ESN): Yo soy (omitido), también soy de ESN y llevo participando un poco 

menos, desde enero, estoy aprendiendo mucho e intentando aportar algo. 

  

Moderator/Moderador: Muy bien pues en último lugar yo soy Moderator/Moderador, me 

estoy doctorando en el departamento de organización de empresas y creedme que hoy me 

gustaría estar mucho más de vuestro lado antes que aquí porque me gustaría responder yo 

misma muchas de las preguntas después de haber sido miembro durante muchos años. 

 

Pre-arrival services  

 Moderator/Moderador: Bueno, una de las primeras preguntas está relacionada con los 

servicios antes de llegar a  la universidad de destino, muchos de vosotros sois/habéis sido 

estudiantes extranjeros que habéis pasado por eso. ¿Después de haber estado en el 

extranjero habéis decidido uniros a una asociación de estudiantes voluntarios? 

- (Participante 2): Yo estuve en concreto en Bruselas y hubo una asociación que se 

ocupó de nosotros y lo hizo muy bien, la verdad es que me apunté a ESN 

precisamente por eso, quería devolver la misma ayuda que a mí me dieron en su 

día. 

- (Participante 8): Yo no, empecé antes de irme de intercambio y la verdad que fue 

porque me empecé a juntar en primero de carrera con estudiantes de ERASMUS. 

- (Participante 9): Yo igual que Celia, me fui a EEUU y había una asociación que no 

era ESN, una asociación para internacionales, más pequeñita, hacía pequeñas 

actividades que hacían sentirte más parte de la universidad, me gustó mucho y no 

quería perder el contacto con gente de otros países. 

- (Participante 6): A mí me gustaría trabajar en esto pero en mi país no hay esto y hay 

pocos extranjeros. En mi país no hay ERASMUS y hay muy pocos extranjeros así 

que no tenemos estas organizaciones. Me uní a ASOEX por necesidad, por los 

estudios. 

- (Participante 3): Llegué a través de un amigo a ASOEX, yo no tenía ninguna 

expectativa, fue voluntario después, al principio fue como obligado, porque mis 

amigos estaban ahí. Pero después fue cuando aparecieron cosas que hacer, ayuda 

hacia otras personas y ya ahí fui abarcando distintas áreas. Empecé con cosas como 
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buscar una habitación una casa... pero después ya eso va ampliándose, y a mí me 

tocó apoyar emocionalmente la integración de algunos extranjeros que llegaban y 

que obviamente al principio hay mucho que contar. 

- (Participante 4): Definitivamente las universidades existen en todas partes ¿no? Hay 

unas más pequeñas y otras más grandes. Yo tuve la oportunidad también de hacer 

estudios en Estados Unidos. Entonces eso está ya un poquito más organizado y todo, 

sin embargo acá cuando vine a la UAM, la internacionalización de la 

universidad  estaba empezando. Yo vine en 2006, y se empezaba a hablar de esa 

internacionalización, sin embargo todo este asunto de las asociaciones era reciente 

era nuevo, precisamente en ese año, 2006, un grupo de extranjeros estábamos 

reunidos y empezamos a pensar en ésta asociación. Así fue cómo surgió, se fue 

madurando la idea y finalmente fue aceptada y bien vista por las autoridades de esta 

universidad. Creo que lo que nos hace integrarnos a una asociación de es la 

necesidad de estar en nuestra cultura y en un ambiente, donde definitivamente 

buscamos siempre gente en la que compartimos cuestiones comunes y todo eso. 

 

Moderator/Moderador: También en varios casos habéis comentado que es una forma de 

replicar algo bueno que habéis vivido, ¿no? 

- (Participante 5): Yo creo que es distinto, o sea yo, yo creo que sirven como fuerza 

política y hace presión sobre un país. Entonces yo llegue porque normalmente 

tienes tiempo libre, no sé cómo llegué a la oficina y en un momento determinado 

me pareció gente súper interesante porque era gente además era gente que no era 

precisamente ERASMUS, son profesionales, tu podías dialogar con gente que ya 

tenía una carrera, en un momento me pareció necesario el apoyo que a veces la 

universidad no otorga para investigadores extranjeros no comunitarios. 

  

Moderator/Moderador: Ya que has dicho esto, una de las preguntas que tenía es que 

algunos de los miembros de las dos asociaciones que están aquí, definiese un poco la 

labor de su asociación. 

- (Participante 5): Lo que pasa es que yo creo que en este momento la asociación 

hace algo que no debería hacer. Que es un apoyo a todo lo que tiene que ver con 

integración, esto es una base básica, algo que la universidad debería tener 

solucionado como el alojamiento. Eso no está solucionado, entonces, por ejemplo 

tuvimos un momento determinado un problema psicológico y como nosotros 
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somos doctorados la universidad no tiene programas solidos del área específica 

y por ejemplo un área que falla siempre es la psicológica, pero hay otra, el 

tratamiento de legalidad de los extranjeros de aquí. Una cosa es ser estudiante de 

movilidad, un año, y otra es hacer 5. Entonces el primer año te reciben y te 

tramitan un documento; A segundo año no te tramita nadie nada; y la ley de 

extranjería es dura en España. Eso es una angustia existencial cuando te 

encuentras en esa situación. Movemos abogados y movemos un montón de 

plataformas para poder ayudar a la gente. Inclusive como piden mucho dinero, 

nosotros muchas veces circulamos dinero de una cuenta de ahorros a otra, porque 

la gente puede tener cantidades adecuadas para poder presentar a la policía. 

Entonces todo ese tipo de variantes, no son situaciones que la universidad 

contempla, el primer año solo se tramita en la oficina de acogida, el resto de años 

tramitamos la legalidad nosotros  de manera individual, y eso es una situación 

dura. 

- (Participante 3): Tal vez una de las ideas u objetivos de integrar esta asociación 

de extranjeros era, ir más allá de las relaciones entre extranjeros, sino también 

compartir experiencias académicas, de compartir lo que cada uno está haciendo 

en las diferentes facultades de la UAM. De hecho se han organizado algunos 

eventos o seminarios sobre investigadores, donde hemos presentado nuestros 

avances en las tesis doctorales. Lo que nos ha comentado la Participante 5 nos 

induce a pensar que quizás no esté bien organizada la universidad, nos hemos 

desviado un poco a lo que realmente se debería hacer.  

- (Participante 5): Sí, el objetivo de la asociación debía ser ese fundamentalmente 

y sería maravilloso poder presentar, por ejemplo, en la plaza mayor, los trabajos 

que la gente está preparando en su doctorado. Sería maravilloso que nuestros 

progresos fuesen abiertos y público. 

-  (Participante 1): Nosotros no hacemos anda de eso, porque como bien ha 

señalado, no tenemos esos problemas, la gente que viene, tanto estudiante de 

grado extranjero como estudiante ERASMUS, es bienvenida. Realmente a lo que 

nos dedicamos nosotros es la integración en la cultura española, en España y en 

la UAM. Nuestra ayuda va desde actividades semanales (clases de salsa y 

bachata; tándem de idiomas; reuniones...) hasta horarios de oficina de atención  a 

estudiantes (3 horas diarias de lunes a viernes, ejerciendo de "papá, mamá, 
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hermano, abogado...”). Supongo que vienen a nosotros porque somos personas 

de confianza en las que se pueden apoyar. 

- (Participante 2): Yo por eso me metí en ESN principalmente, comencé como 

becaria de la ORI, y a mí me gustaba mucho mi trabajo, pero pensé que mi trato 

con los estudiantes iba a ir un paso más allá a tramitarte el acuerdo de estudios 

cuando vienes de tu universidad, o a llamar a tu universidad si no te hace llegar 

las notas. Entonces llegué ahí pensando que iba a tener un trato más personal, que 

iba a ser más ayuda de  cara al público si tenían cualquier tipo de duda , pero es 

un contacto muy limitado, yo quería ayudarles hasta el punto de tomarme algo 

con ellos después del trabajo y poder ayudarles. 

- (Participante 1): Es que lo que has dicho tú (Participante 5) de ayudar a servicios 

que no da la autónoma. Por ejemplo, a un estudiante que acaba  de llegar, la 

burocracia le vuelve loco, y claro en la administración te dicen que rellenes los 

papeles en tu casa y los lleves hechos. No están ahí una hora con ellos, intentando 

encajarles las clases y eso por ejemplo es algo en lo que les podemos ayudar 

nosotros, somos también estudiantes y amigos. 

- (Participante 8): Como decía (omitido), la confianza es un factor determinante, 

sobre todo por la cercanía que tenemos al ser más o menos de la misma edad. 

Nosotros tenemos un grupo de Facebook para que se metan los ERASMUS que 

vienen al año siguiente. Muchas veces te preguntan cosas a través de ese ese 

grupo, porque no tienen esa cercanía con la ORI o con alguna otra oficina en la 

universidad. Te van preguntando que asignaturas se pueden coger, donde puedo 

encontrar una casa y cosas de ese estilo... 

- (Participante 3): O sea, de alguna manera, las competencias se van haciendo en 

relación a un vínculo, a la buena voluntad o a la confianza que uno pueda generar 

con otra persona. Se puede tratar de subsanar un problema, pero eso no 

indica  que el problema se solucionó o de alguna manera, lo que tú puedas 

resolver con una persona no necesariamente va a resultar con otra en algunos 

ámbitos. A mí me pasó que yo en algún momento estaba atendiendo a personas 

que se estaban teniendo problemas para integrarse aquí, y yo no me consideraba 

con las competencias para eso porque me veía en la misma situación. Era difícil 

porque no había ninguna instancia de la universidad porque planteaba una 

complejidad por lo específico que es, siempre es específico pero no es único, 

porque es algo que le pasa a muchas personas extranjeras. 
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- (Participante 5): Yo quisiera hacer una pequeña aportación, que resulta de mi 

experiencia, en mi cuarto año. En primer año venía como muy feliz, en segundo 

año es relativamente más complicado y después tienes una crisis y te quedas con 

ello. Es una carrera de resistencia. Tu vida está en suspenso, largo paréntesis, 

mucha gente no tiene pareja, no quiere tampoco porque no sabe si se queda o se 

va, entonces se produce una cantidad de conflictos enormemente complejos. 

Todo ese tipo de variantes son muy difíciles y si no hay apoyo sicológico, o no 

hay un acompañamiento, que en el fondo son las asociaciones... es mucho más 

difícil. 

- (Participante 6): Pero en referencia a las actividades que se están presentando que 

hacen las asociaciones, hay dos claras diferencias, se hacen actividades de 

acompañamiento, de ayuda a los que no pueden llegar o no son capaces de 

organizar un horario. Por otro lado tenemos actividades esenciales para la vida 

básica, que la universidad o la administración debería cubrir y no lo hace. En ese 

momento es cuando llegan las asociaciones a cubrir esa falta de ayuda oficial. 

Las asociaciones como bien dices, no están cubiertas por profesionales, luego no 

deberían dedicarse a ese tipo de actividades. 

  

Moderator/Moderador: O una solución, quizás es una integración mayor entre las 

asociaciones y esos administrativos, que haya una asociación estrecha y se compartan 

conocimientos.  

- (Participante 1): En mi opinión sería lo más fácil y económico para la universidad. 

Muchas veces nos ha tocado preguntar cosas  o buscarlas porque no tenemos esa 

formación. 

- (Participante 3): Yo hubiese participado feliz si hubiese recibido esa formación, 

yo creo que me habrían incentivado aún más para participar en una asociación. Al 

final suena como a voluntariado. 

- (Participante 6): Es lo que acaba siendo, pero yo no estoy de acuerdo con eso de 

que se puedan integrar conjuntamente en una labor la administración y las 

asociaciones. Es muy difícil integrar a los distintos grupos de la universidad. Ya 

hablando de grupos propios como profesores y personal de administración y 

servicios podemos hablar de integración casi nula, no podemos plantearnos una 

asociación e personal y asociaciones de estudiantes. Lo veo bastante más utópico 
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que el hecho de que la administración adquiera un papel más relevante dentro de 

estas necesidades básicas. 

- (Participante 5): Nosotros tuvimos un éxito enorme cuando había un personal 

capacitado, en su momento fue muy bonito, podemos ayudar a 150 personas en 

una mañana, era una cosa caótica porque el espacio era mínimo, fue una cosa 

realmente alucinante. La gente lo único que quería era tomarse un café con otra 

persona, había un personal que era muy activo y nosotros colaboramos 

directamente con ese personal. ¿Entonces era más fácil? Sí, pero teníamos 

autonomía, que era muy importante, las asociaciones tienen que tener una 

autonomía, no pueden ser administración. Si fuera administración... la 

administración te dice lo que tienes que hacer entonces, es más complicado, la 

administración son gente a veces muy mayor que son muy limitados, no sé, hay 

gente que como yo, también es muy abierta pero como digo, es mejor que haya 

cierta autonomía. 

- (Participante 6): Pero eso responde más a un alineamiento de estrellas que a otra 

situación más posible, responde a actitudes personales de ciertos trabajadores, no 

a un apoyo de la administración que no va a suceder. Entonces es muy difícil que 

se de esa unión de persona que se dediquen a colaborar como aquí por ejemplo. 

- (Participante 8): Igual no hasta el punto de colaborar, pero sí hasta el punto de 

apoyar un poco más la actividad que llevan a cabo las asociaciones, teniendo en 

cuenta que estamos supliendo un espacio que debería ocupar la administración, 

igual un poco más de apoyo nos lo haría más fácil a todos. Muchas veces el 

problema que tiene la administración es que tiene tantos asuntos que tratar, que 

pierden eficiencia. Si tuviesen en cuenta la actividad que llevan a cabo las 

asociaciones y contasen con ellos más, ayudaríamos mejor a la gente que requiere 

nuestros servicios. 

- (Participante 6): Lo que pasa es que eso es imposible por la propia estructura de 

cómo se organiza una universidad. 

- (Participante 9): Pero otras universidades cuentan mucho más con ESN a la hora 

de integrar a los alumnos a la comunidad universitaria y es un paso más del 

proyecto administrativo, lo incluyen en la información que le hacen llegar a los 

estudiantes, tiene la información mucho más presente y mucho más a mano para 

los estudiantes. 
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- (Participante 5): Yo comparto con ella, y por lo demás por ejemplo nuestro 

presupuesto base  es un poco ridículo, nosotros presentamos 9-10 actividades 2 

eran libros y 6-8 eran actividades comunitarias. Nos financiaron 50 euros para las 

actividades comunitarias. Generalmente funcionamos por donaciones porque con 

50 euros no sacamos nada. Estamos pidiendo una página web desde hace años 

porque nosotros no podemos hacer cargo de ello, pero nosotros no tenemos ningún 

tipo de ayuda útil. Nosotros no tenemos ningún master, debería haber uno en la 

universidad para las asociaciones, sería más fácil. 

- (Participante 6): Eso es precisamente a lo que me refiero, la universidad está 

planteado por la ley orgánica de universidades, que el personal  de administración 

y servicios está para dar servicio exclusivamente a los profesores, no pintan en 

ningún lugar estudiantes y menos las asociaciones de estudiantes. Entonces, es 

muy difícil pedirle a una administración que vaya en contra de una estructura que 

está diseñada desde arriba, entonces se pueden tener actitudes pero por voluntad 

individual del trabajador de turno, es muy difícil luchar contra esto. 

- (Participante 8): Nosotros por ejemplo lo que dices de un buen máster, lo que 

hacemos es buscar entre los estudiantes, a alguien que sepa de eso. Yo lo veo más 

como una batalla de ingenio, ver que es lo que puedes hacer con lo poco que 

tienes. Es  cierto que los últimos años hemos tenido más contacto con la 

administración, más apoyo, pero hay cosas que no les cuestan dinero y que sí que 

hacen para ayudarnos, por ejemplo firmaron un papel para que, como grupo 

universitario entrásemos gratis a un museo. Es verdad que ay cosas que no suplen 

y  que claramente  deberían, pero, a mi alguna vez sí que me han reconocido que 

nosotros estamos haciendo un trabajo que ellos deberían hacer, que no está 

capacitados para poder llevarlo a cabo y que menos mal que estamos 

ahí haciéndolo. Yo creo que si tuviesen el personal suficiente para hacerlo 

tampoco lo harían, no tienen la experiencia ni el punto de vista de jóvenes que ya 

han vivido la experiencia de integración internacional. Aun así, lo básico, que 

deberían hacer es un email informativo de alojamientos, asociaciones… Cosa que 

nosotros estamos haciendo, para que, lo envíen de nuestra parte y que los 

estudiantes internacionales lo tengan accesible. Es como una guía  de 

supervivencia, todas las dudas que puedan tener los estudiantes, preguntas que 

generalmente hacen todos los años, lo estamos resolviendo.  
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- (Participante 2): Con respecto a lo de que se necesita formación en las 

asociaciones sobre cosas que debería hacer la administración y hacemos nosotros, 

yo sé perfectamente que en Noruega o Suecia o Finlandia , uno de esos tres países, 

ESN hace directamente de ORI, está formada para hacer actividades, realizar 

inscripciones. Lo que pasa es que ahora no sé cómo va porque estoy un poco 

desaparecida. 

- (Participante 9): Hay universidades que tienen una oficina de apoyo a los 

estudiantes, esas oficinas cubrirían el trabajo estrella, para muchos que lo han 

hecho de forma voluntaria, y sí que cubren el apoyo a los estudiantes 

internacionales. Holanda por ejemplo lo tiene, pero no todas las universidades 

disponen de personal, fondos o iniciativa o ideas para establecerlo. 

- (Participante 2): De todas formas yo creo que hay una distinción entre  lo que es 

un estudiante de grado y uno de doctorado. A mí me parece que el programa 

ERASMUS es importante en el sentido de que muchos estudiantes españoles o 

italianos no han vivido  fuera de casa, no han tenido que sacarse las castañas del 

fuego, y a mí en parte me parece bien que no se nos den las cosas tan 

fácilmente porque me parece que es una manera de que maduren crezcan y 

busquen como solucionarse la vida. Es verdad que cuando eres doctorando, los 

temas legales son otra historia, que no sé cómo va. Hay estudiantes que son vagos 

y prefieren que les den las coas hechas. Creo que con las ERASMUS, la gente 

madura, crece y aprende. 

- (Participante 4): Yo por ejemplo entiendo lo que dice el Participante 7 sobre la 

estructura de la administración, sin embargo, también es cierto que las 

asociaciones no pueden asumir todos los servicios que la UAM está obligada a 

cumplir. Hoy en día se habla de las políticas de internacionalización de la 

universidad, pero sin embargo, hace falta mucho trabajo sobre éstos aspectos de 

servicios a los estudiantes. En momento dado se corre el riesgo de que cada una de 

estas asociaciones, desaparezcan, porque a veces  la gente no tiene tiempo para 

estar haciendo todo este tipo de actividades. Considero que la universidad tiene 

que tomar cartas en el asunto y empezar a ver como mejora esta situación de 

servicios al estudiante extranjero. Cuando yo llegué esperaba un 

perecimiento más formal por parte de la facultad, una inducción sobre la 

organización, sus normas, leyes... Pero nada de eso, de hecho a veces uno 

preguntaba ahí mismo y no tenían mayor información de cómo se hacían todos 
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los trámites y todo. Son cosas  muy básicas que son indispensables y que no se 

tienen. 
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On-arrival services 

Moderator/Moderador: Vamos a pasar a hablar sobre que necesidades son las que suelen 

tener los estudiantes antes de llegar. 

- (Participante 5): Yo creo que una de las necesidades de la gente de master y 

doctorado es conocer el régimen de los masters o de los doctorados, ósea, no saben 

cómo integrarse ambientalmente, no saben sus horarios, tutorías... Es una 

información muy rígida y la gente no se puede organizar sobretodo como digo, en 

cátedras de largo aliento. Hay mucha gente  muy estructurada. Otra preocupación 

está relacionada con el sector sanitario. Es un sector muy complicado y 

generalmente ahí que contratar un seguro. 

- (Participante 6): Yo no entendía los aspectos culturales y los horarios. Hubo un 

choque cultural tremendo, además tenía problemas con aprender el idioma y sigo 

todavía con tener falta de comunicación, es bastante complicado. 

- (Participante 5): Me pasa algo parecido la mitad de la gente a la que se llama por 

teléfono y te da la sensación de aquí la gente no trabaja, te da la sensación de 

soledad. De donde yo vengo se trabaja todo el día, y aquí no se te pasa por la 

cabeza que por la tarde no haya nadie para atenderte. 

- (Participante 1): Sí que hay gente, pero no abren al público y eso molesta mucho. 

- (Participante 8): Yo he trabajado en la universidad y el personal que había era 

insuficiente para el número de mail que recibíamos al día.  Tenemos un sistema 

para contestar a los mails por orden de llegada, si llevas un retraso de 200 mails, 

y el tuyo acaba de llegar, te tienes que esperar al 199 para ser atendido.  

- (Participante 5): Sí, pero lo que hacen las asociaciones son cosas muy ágiles, pero 

por ejemplo, no puedes encontrar a los administradores de tu facultad, hay 

soledad. 

- (Participante 6): No en vano, la UAM es la que tiene peor PAS/PDI de toda la 

comunidad de Madrid, entonces es normal, hay pocos trabajadores. 

- (Participante 4): Pienso que otra  cosa muy  importante sobre información, son las 

cuestiones de cultura, luego venimos nosotros y tenemos un montón de shocks 

culturales. Eso tiene que ver mucho con los horarios. 

- (Participante 9): Yo he estado en esta universidad y depende mucho del profesor, 

hay profesores muy exigentes con la puntualidad, sin embargo sí que es cierto que 

otros que no se la toman en serio. 



292 

- (Participante 5): Permitirme añadir una cosa, ellos hablaban de programas para 

adaptarse al país. También es necesaria la voluntad de  adaptarse, o puedes esperar 

que todo siga siendo como en tu país origen.  

- (Participante 1): Aquí antes de llegar suelen necesitar información sobre 

alojamiento (zonas, páginas de apartamentos, recomendaciones, transportes 

públicos); asignaturas, sobretodo en filosofía y letras, porque su web es un caos; 

y sobretodo el correo, siempre hay problemas con el correo porque no se lo activan 

bien. Yo creo que algunas cosas las podrían buscarlas ellos mismos, yo creo que 

es un problema de actitud. 

- (Participante 5): Por ejemplo, nuestro tutor le vemos 5 veces al año, yo me he 

topado con gente que te ayuda y gente que le importa tu vida un pepino. En el 

fondo hacemos una inversión económica enorme y de repente te encuentras con 

que pasan de ti y eso es muy difícil de sobrellevar, lo digo por experiencia propia. 

 

During stay services 

Moderator/Moderador: Pasamos al siguiente bloque, servicios a la llegada. ¿Qué ofreces 

vosotros  a los estudiantes que llegan? ¿Colaboráis con todo tipo de estudiantes 

internacionales? 

- (Participante 5): No, nosotros colaboramos esencialmente con investigadores 

extranjeros no comunitarios, África, Asia, América, todos los países que no 

forman parte de la UE. 

- (Participante 1): ¿Y si  fuese alguien comunitario? 

- (Participante 5): No tendríamos inconveniente en ayudarle, pero lo que sucede es 

que no tienen las mismas problemáticas, ya están legalizados, tienen asistencia 

sanitaria... 

- (Participante 2): Nosotros ayudamos a todo tipo de estudiantes comunitarios, 

sobretodo grado y algunos de máster, pero de doctorado por ejemplo no vemos 

mucho.  

 

Moderator/Moderador: ¿Colaboráis con alguna otra asociación? 

- (Participante 2): Nosotras hicimos alguna cosilla el año pasado. 

- (Participante 5): Colaboramos con distintas asociaciones que nos van pidiendo 

ayudas, no directamente en algunos casos, como por ejemplo ciertas actividades. 

Se  colabora  en la medida que nos lo vaya solicitando, por ejemplo hay 
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asociaciones que nos piden información. Para nosotros sería muy agradable hacer 

una presentación/ bienvenida conjunta a toda la gente extranjera, eso es algo que 

se hizo, pero entenderás que nuestras asociaciones tienen altibajos, dada la 

pérdida de becas para estudiantes extranjeros, ha hecho que disminuyan los 

investigadores extranjeros. 

 

Moderator/Moderador: ¿Y qué servicios ofrecéis? 

- (Participante 1): Actividades semanales, viajes y la oficina abierta de 13:00 a 

16:00. También hacemos actividades puntuales como los proyectos 

internacionales: Integración de estudiantes con discapacidades, programa social 

ERASMUS (actividades solidarias), ERASMUS in school (para llevar estudiantes 

de intercambio a colegios y que les hablen de su país de origen para abrirle la 

mente a otras culturas y a otras nacionalidades). Otra de las cosas que hace ESN 

es un curso de apoyo al español, que colabora con hermenéutica y es bastante 

importante ya que el curso de español de la UAM es de pago y nosotros lo 

ofrecemos gratis. 

- (Participante 3): Lo que nosotros ofrecemos son ayudas en los trámites de seguros 

médicos, NIE, alojamiento, integración, producción de libros (tratamos 

también de darle énfasis a todo lo académico) para aumentar la productividad de 

la UAM. Las actividades siempre pueden ir variando de un año a otro, pero 

siempre hay una buena parte de actividades que se deja de hacer y lo que se 

mantiene permanente es una ayuda con las necesidades básicas de los estudiantes.  

  

Moderator/Moderador: ¿Estáis coordinados con los servicios de la universidad? 

- (Participante 5): Sí, pero no hay grandes resultados. 

- (Participante 1): Sí, nos comunicamos y nos entendemos con ellos últimamente. 

Nos pidieron el año pasado apoyo con un congreso y luego nosotros también les 

hemos pedido siempre aulas, conferencias, lo que sea. 

 

Moderator/Moderador: ¿Quién es vuestra persona de contacto cuando tenéis que 

comunicaros con la universidad? 

- (Participante 2): La directora de la ORI y lo que más nos está ayudando es la 

delegada de la vicerrectora. 
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- (Participante 5): Nosotros nos hemos involucrado en largas negociaciones con 

vicerrectores, para flexibilizar la política de doctorados, también les hacemos 

saber cuándo tenemos problemas con los NIEs, todo tipo de quejas pasa por los 

vicerrectores. Fruto de esas negociaciones hemos conseguido disminuir las tasas 

sobre masters, hacemos negociaciones a nivel de rectorados. 

 

Moderator/Moderador: Hablando de estas reuniones a nivel de rectorados ¿Os incluyen 

en sus planes de internacionalización? ¿Habéis sido consultados? 

- (Participante 5): Nosotros sí que hemos tenido reuniones, se nos pidió la opinión, 

pero creo que sustancialmente no se han llevado adelante las ideas que había en 

común. 

- (Participante 8): La ORI tiene una partida presupuestaria para nosotros, de todas 

formas si no les pedimos participar en una opinión, no cuentan con nosotros. 

 

Moderator/Moderador: ¿Hacéis algo para fomentar la integración entre estudiantes 

locales e internacionales? 

- (Participante 5): Nosotros sí, en algún seminario, o sea la parte académica incluye 

la integración de gente de distintos países a través de seminarios, eventos... se va 

incluyendo gente, tratamos de abrir burbujas u horizontes. 

- (Participante 3): Yo creo que la universidad se pierde la diversificación o 

migración académica, no solo desde un punto de vista social si no educativo. La 

universidad tiene el recurso humano aquí mismo, deberían explorar más el 

fenómeno migratorio académico tanto de chicos de 20 años como mayores. Eso 

podría pasar con una nueva iniciativa universitaria. 

- (Participante 2): En nuestro casos somos una asociación la que mayoritariamente 

somos  casi todos españoles, de una forma intentamos que los ERASMUS tengan 

una experiencia al 100% de lo  que es la vida en Madrid, yo por ejemplo les he 

visto llegar sin saber nada sobre Madrid, y se han ido hablándome de partes de 

ésta ciudad que ni si quiera conozco y llevo aquí viviendo años y años. Realmente 

su paso por Madrid es mucho más intenso que el de muchas personas que 

realmente viven aquí. Por otro lado he tenido la oportunidad de hablar con algunos 

estudiantes internacionales sobre el contacto que han tenido con algunas personas 

de aquí, y su integración en las aulas a la hora de hacer amigos españoles, es  muy 

limitada. Muchos de ellos tienen algún contacto en clase por si tienen alguna duda 
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en particular sobre alguna asignatura, pero no fuera de las horas lectivas. 

Básicamente porque los horarios de un ERASMUS no se suelen corresponder con 

los de un estudiante de grado y no suelen coincidir fuera de clase en los descansos. 

Está claro que debería haber más integración, pero no la hay porque llevan vidas 

totalmente dispares en mi opinión. 

- (Participante 3): La mayoría de la gente vive aquí y la vida pasa fuera, por lo tanto 

ve la universidad como un espacio donde estudia. Pero para la gente que viene de 

fuera, la universidad es el espacio. 

 

Moderator/Moderador: ¿Qué tipo de actividades se podrían organizar para mejorar la 

integración que se pudiesen compaginar con la vida de locales y extranjeros? 

- (Participante 9): Nosotros queríamos implantar el programa mentor desde la ORI, 

ponemos en contacto a un estudiante español con un extranjero, en teoría debería 

asesorarle y ayudarle en lo que sea a lo largo del año. No funciona, los mentores 

no les hacen caso. Querríamos implantar bien ese programa. Las facultades no 

están haciendo mucho esfuerzo para que esto salga bien. 

- (Participante 6): Cuando hablamos de altruismo las cosas no funcionan tan bien 

como cuando hay un incentivo. Yo creo que las ORIs deberían llevarlo de una 

forma más seria y proporcionar compensaciones a los estudiantes. 

 

Moderator/Moderador: En la ORI de económicas implantamos una recompensa de un 

crédito para que se apuntasen, al mes hubo un boom de estudiantes que se apuntaban, 

había más estudiantes españoles que extranjeros. Es un sistema que funcionó muy bien, 

los estudiantes locales rellenaban un drive y tras un proceso de matching se signaban los 

mentores. 

- (Participante 4): Pienso en que se podría promover reuniones de investigaciones 

y trabajos de una forma más formal que engloben a toda la universidad. 

- (Participante 5): Yo creo que hemos tenido un éxito en la conexión con gente 

local, de hecho en nuestras actividades colaboran académicos, directores de 

departamento, investigadores comunitarios y españoles. Yo quisiera decir dos 

cosas: Nosotros tenemos cosas muy exitosas como seminarios; La otra es que la 

gente no tiene tiempo para salir de sus clases, es decir, pueden salir, pero  necesita 

que esa decisión tenga un cierto rendimiento y ahí es donde entra en juego el 

crédito.  El año pasado no pudimos llevar a cabo alguno de nuestras actividades 
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porque la propia universidad no nos cedía espacios, y solo conseguimos espacios 

a los 4 meses, otros nos cobraron, y la idea nuestra era hacer éstas actividades, 

pensábamos que era entretenido, pero no hay espacios multifuncionales 

disponibles para llevar a cabo estas actividades. Pero yo no creo que sea solo para 

nosotros, opino que es una carencia física de la propia universidad. 

 

Moderator/Moderador: En otras universidades, vosotros habréis visto que hay un monto 

de asociaciones de todo lo que te puedas imaginar, eso quizás pueda fomentar que tengas 

una mayor integración con los estudiantes o aunque sea están mejor informados.  Bueno 

para finalizar, ¿qué tipo de necesidades surgen a lo largo de la estancia? ¿Siguen 

acercándose a vosotros? 

- (Participante 2): Las clases, tienen problemas para cambiarse de asignatura en 

algún caso particular. Luego tienen problemas en el alojamiento si se tienen que 

cambiar de casa. 

- (Participante 5): Lo segundo lo comparto por experiencia personal, la convivencia 

con la gente en el piso es difícil. También voy a añadir los problemas sicológicos, 

la tortura académica, a veces parece que no vas a acabar nunca y entras en crisis. 

Tú puedes resolver un asunto sobre tu tesis en una semana y tener suerte o tener 

que aguantar 6 meses.  

- (Participante 4): Muchos de los estudiantes extranjeros que vienen, tienen un 

contacto bastante fuerte con las asociación, pero una vez que se han solucionado 

todos su problemas legales, de alojamiento y otras cosas. Ya se va perdiendo e 

contacto con la asociación, vienen luego nuevos, pero no es constante. 

- (Participante 5): Claro que hay gente de paso, pero yo creo que sucede porque no 

tenemos espacios adecuados que les inviten a pasar más tiempo ahí. 

- (Participante 8): A nosotros también nos pasa eso, somos muy útiles durante  los 

dos primeros meses, pero luego necesidades y problemas como tal... casos muy 

puntuales. 

 

Moderator/Moderador: ¿Pensáis que jugáis un papel más importante dentro de la 

internacionalización universidad? 

- (Todos): Sí, definitivamente 

 

Moderator/Moderador: ¿Cuales son vuestros puntos fuertes como asociación? 
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- (Participante 1): No solo somos una asociación de la universidad, somos una 

asociación europea, somos una red de asociaciones de todas las universidades 

alrededor de toda Europa, nos apoyamos los unos a los otros, tanto a nivel local 

como a nivel nacional o internacional. Nuestros puntos fuertes son la Oficina y 

las actividades semanales. 

- (Participante 4): En el caso nuestro yo creo que la especialización y 

profesionalidad de la gente que trabaja en la asociación, y por eso mismo la 

capacidad de solucionar problemas. 

- (Participante 3): También nuestra capacidad de integrar a los extranjeros, 

seguimos manteniendo vínculos académicos y sociales con la gente que ha ido 

pasando por aquí. 

- (Participante 5): Los contactos académicos que  se producen en la asociación, son, 

sobre todo de amistad. Para poder entablar una amistad es necesario un vínculo... 

 

Moderator/Moderador: Por resumirlo en dos puntos fuertes ¿cuáles son? 

- (Participante 5): Actividades de alto nivel cultural y académico, integración y 

resolución de problemas legales. 

- (Participante 6): Para mí lo más importante es el enorme nivel de comprensión 

otras personas, la tolerancia, nada de perjuicios, es atender a una persona y a sus 

necesidades.  

- (Participante 8): Yo tengo una cosa que comentar sobre los puntos fuertes de ESN, 

es algo que a mí me ha hecho quedarme, es el hecho de que la motivación de casi 

todos los miembros es muy parecida, aparte de dar mucho, recibimos mucho 

constantemente. Es una recompensa tanto a nivel cultural como emocional, 

estamos aprendiendo constantemente y se lo transmitimos a los alumnos 

extranjeros, eso no solo les da un sentimiento cercano de amistad sino de 

sentimiento de aportación a ESN. 

 

Moderator/Moderador: Bueno pues muchísimas gracias por vuestra ayuda.  
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Annex 5. Transcription Focus Group nr.3: Staff members - UCSC 

 

Date: May 2015 

Place: Universitá Cattolica del Sacro Cuore 

Participants: 7 staff members from different offices: outbound office, inbound office, 

communication office, language center, accommodation office and director inbound 

office. 

 

Pre-arrival services 

Moderator/Moderador: Which kind of needs international student have before coming 

here? What are the worries…the issues…? 

- (Participant 1) If you want I can start because I mainly see this part before the go 

so I would say that mainly our students when preparing to go abroad, they are 

worried about two things.  The first thing is the academic part, how will I 

manage…choosing my courses, will I get the approval from the faculty, how can 

I get the approvals from into the classroom there so they are worried about the 

academic part because the idea is that if they go and they do not get as much 

courses as they can they are losing their time. So they want to go abroad and do 

something good. And the housing part is something very stressful on our side so 

but this is something I do not see specifically because usually the host institution 

manages for us. So, I will say this two. 

- (Participant 2) It is exactly the same from the inbound office side. 

Accommodation aspects and all academic aspects. So they are worried about 

classes, if they are going to find the schedule of the courses, the division of the 

academic year so I would say that this are the first need the academic aspects and 

also the accommodation, even this is something we are trying to turn to you… 

- (Participant 5) Yes, they look for accommodation very close to university. 

 

Moderator/Moderador: Do you provide accommodation for all types of students? 

- (Participant 5) yes, mostly international students so from different programs. 

 

Moderator/Moderador: And about the academics, do you have online much in advance 

the schedule and the subjects that the students can be less worried? 
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- (Participant 2) We tried to provide them with all information but sometimes is 

impossible to do it. The university, for students that are going to take classes from 

the university and not from the international curriculum program, that is organized 

by our office, for those students is sometimes is very hard to get this information 

long time before their arrival. Most of the times they have to wait… let´s say one 

month before for students that are coming for the Fall and specific information is 

available only in the Summer June/July. 

 

Moderator/Moderador: Is this not causing problems with the coordinator at home as 

he/she might be on holidays? 

- (Participant 2) yes, it is. We tried to find a solution offering them all the detailed 

information available for the previous academic year and this kind of help is one 

a way sufficient sometimes because I mean of the content of the classes are more 

or less the same so they can find a help through the list… 

- (Participant 2) the point is that the academic offer is not published by us so we 

depend on other offices so we would like to have the academic offer some months 

before they come but it not always possible. 

- (Participant 3) I would like to add here some burocratic issues. Those documents 

have to be done before they arrive but students are always thinking about them, 

specially passport and visa and then obviously, a list of other documentation that 

might apply to determined students. 

 

Moderator/Moderador: And for example: are not students worried about language? 

- (Some) They do not look to be too much worried about it. 

- (Participant 3) I do not think that it is something that they will openly share with 

the staff but it is surely a concern, how we are going to integrate, I do not speak 

the language… but it is not one of the main concerns because they are coming 

here to do it and to integrate within the culture. 

- (Participant 6) I think they have misconceptions about how easy or how difficult 

an integration might be, well it will be in a foreign environment and for many of 

us will be as easy to talk to an Italian…and they do not understand how much the 

language can be an impact so they are things they do not understand and they only 

do get when they arrive on campus. As we see a lot of students adding to the 

Italian language course after planning it. The first reaction is: oh my gosh this is 
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actually difficult, a lot of people do not speak in English so I might actually to 

need Italian to get by so they add Italian to… 

 

Moderator/Moderador: Because do you offer Italian courses for them before coming? 

- (Participant 4) Yes, we have a session pre-intensive learning course and then we 

have the follow-up. 

 

Moderator/Moderador: And they have to subscribe for these activities before…? 

- (Participant 4) Yes. 

- (Participant 2) They should enrolled before coming here because we send regular 

communication before their arrival. It does not happened always so some students 

realized they want to be part of the Italian courses once they are here so maybe 

during the orientation and we allow them to do that. 

 

Moderator/Moderador: To sum up this part, which are the needs that are really the most 

important or demanded? 

- (Participant 2) Academics and accommodation. 

 

On-arrival services 

Moderator/Moderador: I guess that you receive students from a lot of countries. But do 

you have differed services depending on the program that the student come from? 

- (Participant 2) No, during the orientation they are all together and they receive the 

same treat. 

- (Participant 2) They only difference we have a session of permit of stay. This 

session is only for students that need to apply for it. So non- European students. 

- (Participant 6) Some students might have difference in terms of the academics and 

options they can choose from but in terms of services we have been trying to do 

in the last years in not distinguish between students and their origin or types of 

partners. Although we do have some partners with whom we have specific 

agreements and we sort of prioritized some services like housing. ERASMUS 

students for example they tend to be less demanding and perhaps they have 

different expectations in terms of housing. They also need less help from services. 

We also see that American students for example actively need to have housing 
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before they arrive while they are ERASMUS students are more easy and they 

arrive and find housing. 

 

Moderator/Moderador: Do you use any provider or external services? 

- (Participant 5) Mail service is actually an external company. It is a partnership 

with Cattolica. 

 

Moderator/Moderador: Why the university decides to use this external services? 

- (Participant 6) I know, well infrastructures that were available on campus in order 

to house international students were not adequate or insufficient. Actually they 

will be adequate at some stand but they were primarily insufficient in order to 

accommodate a certain number of students. So we have to look for other solutions 

like looking at housing apartments in the city and because of resources, available 

resources at university it was easier to outsource that type of services to another 

company that integrate our services as it is completely different type of activity 

and job and it was just…it made more sense to externalize in finding housing and 

agreeing on contracts with owners and this sort of things. 

 

Moderator/Moderador: And do you have any other service? Or is it the only one….? Do 

you provide only accommodation? 

- (Participant 5) And all the services included…. Like if they need to change bulbs 

or call a plumber…all the services inside the house. 

- (Participant 6) Mail service also have pick up service from the airport. And also 

it was mail travel about holidays for students to most important cities in Italy but 

now it is somehow stopped. 

 

Moderator/Moderador: In general terms, which kind of support services do you provide 

for international students? 

- (Participant 2) Services…we provide them with all information they need. 

Invitation letters for students that need to apply for a visa. Pre-arrival guide and a 

lot of communications concerning different aspects concerning at Cattolica, about 

the Italian course, about the accommodation, about the orientation, finding 

courses, registration, Facebook every year they open a Facebook page only for 

incoming students. 
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Moderator/Moderador: From the international office? 

- (Participant 2) Yes. 

- (Participant 4) As I have to leave in 5 minutes, can I maybe just jump ahead? I 

work with international students once they are here and what we do, for example 

we have decided to set up classes just specifically aimed at English speaking 

students because we realized that they have very different needs. They come from 

… they have different learning styles. They normally prefer to have lessons where 

normally English is spoken through the lesson rather than Italian and they are very 

special type of students so we have decided to have specific classes for them. At 

the beginner level we also form classes on the basis of their mother tongue so for 

example we have classes specially aimed at French and Spanish speakers because 

they obviously have an advantage over Japanese or Scandinavians students. So 

we differentiate and the base of our lessons is different. But this happens at 

elementary and beginners level because once they have more level in the 

intermediate we do not make any difference. And another aspect we are very 

aware of is the culture shock when they first arrived some of them find it very 

difficult to adapt to different circumstances that it could be that you can eat 

everywhere at 4 o´clock or opening hours and lots of other little things that we 

might be they are not so important but they are and very often, especially in the 

pre-session courses the only people the see apart from the international office are 

the teachers so when we introduce some elements of culture obviously they rely 

on you for some help and information and this is what we do… 

 

Moderator/Moderador: And about the culture shock, do you organize something? 

- (Participant 4) Not really. We are aware and we try to help them as much as 

possible. We have taking it into account and decide in our syllabus. If you give 

them the language to operate … you know… in real life this can help. Even if at 

beginners level they do not have yet the language to deal with and control aspects 

in Italian. We try to help them from this point of view. It is also true that they do 

tend to socialize between them rather to socialize with Italians which is quite 

difficult. They form a very closely groups and they spend a lot of time together 

where they only speak English obviously but I think that´s the main way to 

socialize they have. I think it is quite difficult for them to socialize with Italians. 

I think that the activities organizes by Italians are a good opportunity for students 
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but then again they feel safer if they remain within the group... I mean that´s the 

feeling we have. 

 

Moderator/Moderador: Actually, one of my questions was, if you do any activities to 

connect international students with locals? 

- (Participant 4) we tried but it is hard. We tried to organize tandem lessons for them 

but it is very difficult. Especially during the semester, they have busy schedules 

and we are trying to find a way or to harmony the schedules of Italian students 

and international students… 

- (Participant 3) we organize orientation days and we ask domestic students 

primarily if they would like to voluntarily help and accommodate with 

international students but generally we have about 20 to 25 domestic students. 

And speaking with them I know that some of them actually do become friends 

with international students not all of them but some of them simply volunteer for 

that they and they do not see these students anymore, others it is an opportunity 

to meet international students and become their friend and help them sort of to 

integrate but it is not pushed and it is not enough what it should be. From my own 

personal experience I did not take any courses in English I took them in Italian 

and two other friends… but we were aliens in the classroom. People like did not 

approach us because they knew we were not Italians, they heard us speaking 

English. I am talking about 8 years ago maybe now it is different. I hope it is 

different but they were just not approaching us. I do not know if they were threaten 

by us or did not feel comfortable having us there but it was not nice. And I made 

my first group of friends through the student associations so … 

- (Participant 6) Just to add to what Maria what saying. We have been talking to the 

outbound office… where there is matching from students returning from an 

experience abroad and either students to the same institution…doing a matching 

pre-arrival, post-arrival but finding how we can help each other and connecting 

students between the outgoing and incoming in a sort of buddy system program 

so we have been exploring ways of doing that. We have partners even doing a 

pilot. But we hope to get something from the ground. 

- (Participant 3) I think the problem it is actually trying to explain to domestic 

students, I say domestic because they normally are not only Italians, is what they 

are going to gain from this, from the international point of view is quite simple 
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they need to be integrated, they want local friends, from the opposite and we do 

not say what are they going to gain domestic and I think is where we should work 

work now, what kind of activities need to be carried out this, letting them know 

what they are going to gain from the experience and why is important. 

- (Participant 6) We had a couple of experience, actually it is an ongoing project 

but we have a virtual language tandems that have been organized between us an 

domestic students taking English language courses and they connect, in this 

particular case, with students from two American institutions. They have a 

program or schedule to meet virtually. It seems that having this sort of computing 

between, it sorts of impersonalized the connection and it is easier for them, I guess 

having sort of that technological filter, they are less scared I guess of making that 

connection with a person maybe standing face to face like personal interactions. 

It is easier with the computer in the middle. And so I think there is genuine interest 

desired to make those connections, it is just that really few have the courage to do 

it.  We had had some students that came in and there were very focus very 

intentional saying, I do not want to hang out with students from my same country, 

I am going to need great effort to connect with locals and we have cases of students 

that have actually been really successful, very active and almost aggressive 

approach… but they do it because what domestic students and you care and 

making friendship with them so their response is positive. 

 

Moderator/Moderador: And in this sense, is it difficult because the perception we have 

from previous experience and the focus groups is that when you arrive to a new class it 

does not matter the country and you are someone… I do not know it is welcomed but they 

do not come to talk to you and then you feel a bit alone. So this feeling of being alone can 

be one of the needs that students have once they arrived? Afraid to feel alone? 

- (Some) Some of them. I guess so we still have some students coming here for the 

double degree, for example and as we have two academic parts: the international 

curriculum which it is within international students and we have the other that 

takes lessons from the whole university. When the student goes to the 

international curriculum courses they feel they are part of something whereas 

when they go to normal classes here they can feel really alone, I mean even if they 

are not probably the only international students but it is difficult to get to the way 

we do learn and teach here. 
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- (Participant 6) It is important what (left out) mentioned the international 

curriculum. They are classes designed for international students, not only the 

faculty know these are international students but there is an specific way that they 

should interact with them in the other way a regular academic degree programs 

there are mostly in Italian, they are very impersonal, they do not introduce each 

other at the beginning at the class so it is an automatic distant that is created and 

that contribute even more to this feeling of loneliness, they did not expect…they 

did not say hi this is me an international student, no asking questions at the 

beginning of the class, never. I think it could be a major progress if they give a bit 

of encouragement in the class. 

- (Participant 2) I think they feel a lot more uneasy as well when they do find out 

and they experience in the way classes are taught and the dynamics of the 

classroom. At that point the feel like oh god. Because you have to read an entire 

text book for this exam and then if you don’t approach the professor. There is a 

lack of communication between the professor and the students. So they feel even 

more…aliens. 

 

Moderator/Moderador: Maybe for that it would be a good idea the ongoing project you 

just said about students coming back and as they have experienced themselves what it 

is…I am pretty sure they will come back with a different mind. And maybe if you 

approach them and encourage them to be more active or try to be more inclusive or 

organize some activities. So I do not know if you organize…or provide any cultural or 

social activities? 

- (Participant 2) Ummm no… 

- (Participant 6) Only during the orientation day. The first day a welcome address 

and then some social activities. A sort of ice-breaker moment where groups are 

form, they do not get to choose other students. To force them to meet other people 

and to explore the city they do a treasure hunt activity whether the weather 

permitting or something similar with the same goal indoors if the 

weather…especially in winter but otherwise when it comes to any other social 

activity it comes to student associations. 

- (Participant 3) Inside the academic offering they do experience culture, 

experience through field trips. I do not know if you could include this here it is 
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not an extra curriculum activity it is actually something within the curriculum but 

they asks to explore different types of situations.  

- (Participant 2) They go to the theater for example or the visit a company or 

cooking…. We have two different curricula one is the Cattolica curricula offer for 

Italian students and then we have the international curricula courses where field 

trips are included 

 

Moderator/Moderador: Coming back to student associations and socializing part, do you 

collaborate with any student association here at Cattolica, do you support them? 

- (Participant 2) Yes, ESN and ESEG. These are the two groups that are available 

and do cooperate with us. Except for one of the that is not at the moment active. 

- (Participant 3) Historically, there were both very active and very competitive but 

let´s say in the last three years the members decreased and the interests gone 

away… 

- (Participant 6) Well, as I said it is a volunteer association. Either you have 

someone that leads the groups who is very active and takes the time to do these 

things. If they do not have anybody who wants to lead the activity in the 

organization… 

 

Moderator/Moderador: Also it is helping if the connection with the institutional level is 

strong. 

- (Participant 2) With us it is. But we cannot offer them, just to make an example, 

if they need spaces they need rooms to meet students, this is something is not up 

to us. This is something up to central office of university. And I can say that they 

do not cooperate at all with them. They make their job more more difficult so there 

is not a good cooperation with the central office of the university. There is with 

us. So all we can do for them we do that because we need them. Because for at 

least some activities they are extremely important and they do a good job and I do 

not know how we could manage without them. But it is not up to us to give them 

an official room and official space and university is not helping us at all. 

- (Participant 3) I think the connection with the association and the international 

office is important at the beginning of the semester to create the contact with the 

students but then the student associations it is all during the semester and they 

know what they need to do and what they have to do. 



307 

- (Participant 6) Mail service does work with them directly. 

- (Participant 5) For example they organize welcome parties and they contact our 

students in our accommodation and also for pick-up service they come to take the 

group from the airport to their accommodation and they explain how to use Wi-

Fi connection and where to find everything they need in their neighborhood. 

 

Moderator/Moderador: Just to summarize this part with student associations. What do 

you think they provide that you do not provide, why we need them? 

- (Participant 2) We need them because of this aspect for example, because thanks 

to them we can organize some activity of language sharing which would not be 

possible without their help. Because we would not have the time to take care of it. 

- (Participant 6) It is a resource issue. Being able again to outsource some types of 

activities and offices. Due to resources, time, difficult to do and as we just 

outsource housing service we also do it with student associations because they are 

in a better place to know what actually international students want or do it. We 

have no business in organizing parties for example. 

- (Participant 3) And it should not be. 

- (Participant 6) Not exactly. 

 

Moderator/Moderador: Just moving to the last part to the third part. I do not know if 

Cattolica has a strategy for internationalization or an internationalization plan or is it an 

ongoing project? Is there recognize the importance of the integration and engagement of 

international students with locals? 

- (Participant 6) Yes and no. There is a desire to internationalize but I think the 

understanding of what does mean it is very superficial. They just think of wanting 

to have more students in a classroom that´s the internationalization goal but what 

they do with students when they are in a classroom that is an afterthought. And 

that´s a problem. What we are trying to do is just to give you an example this is 

what happened a couple of days ago. Two students where in a course, Economics 

course they had a midterm exam that they were supposed to sign up through the 

platform they went in and all the instructions were in Italian although the questions 

is taught in English. They have it in their tasks but once they are there they are not 

really think ahead or do understand what it means dealing with them and how to 

integrate them and how to allow them to be successful integrated and part of the 
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class. I think they have interesting input they can give but a faculty actually asked 

me: I have these international students in the class and he asked me how they can 

get together and work together with domestic students and then what can I do?  

Put them together in groups projects. Oh that´s a very good idea. I should not be 

the one telling them what they should be doing and how can they actually 

integrate. So yes, internationalization in terms of numbers and profile is definitely 

in the agenda of the institution but what to do with the international students when 

they are on campus is something we are trying to put forward us and actually put 

more in the agenda than in numbers. 

 

Moderator/Moderador: Do you think in overall do you cover most of the expectations of 

the students? 

- (Some) It is a hard question. 

- (Participant 1) I can answer on the other side as I see how other institutions 

manage our students abroad. And I can say we are actually quite good. 

- (Participant 3) I think for what the office is set up to do is, yes. Whether the student 

is 100% satisfied when they leave we will never know because there is not only 

this aspect of the whole experience. 

 

Moderator/Moderador: Do you measure it? 

- (Participant 6) Yes, we do. Through the international student barometer (ISB) so 

we get to benchmark ourselves against others. And when we get information about 

the international office we always get really good feedback with expectations. We 

see a drop when it comes to the rest of the institution. 

- (Participant 2) I think the disappointment is specially linked to the academic 

aspects. Most of the times if they are disappointed is because of the bad surprises 

they find when they face the academic part. 

- (Participant 3) I think that more than the international office and the advisors do 

to be honest…I think everything is covered what they need to know, etc. 

- (Participant 6) It is needed to bridging at the academic aspect and international 

students by dedicating faculty or tutors that connect to. We have been thinking in 

that development. It is something that it is needed and cause I think as soon as 

faculty get to meet international students and to understand where they are coming 

from, what they need… they will be much more sensitive to their particular needs 
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and trying to change things in order to integrate them better. But they do not talk 

to them, they do not know who they are and what they need. 

 

Moderator/Moderador: Just to see if I understand it correctly, when they arrive they go to 

the international office, admission, registration and just to the classes. They do not have 

a tutor here. An academic tutor? 

- (Some) No, no. 

 

Moderator/Moderador: But when they go out (outbound) they do have? 

- (Some) No, we are advisors. 

 

Moderator/Moderador: But to sign the learning agreement? 

- (Participant 1) Every faculty has its own procedure. 

- (Participant 6) It is a burocratic and administrative process. It is not anybody in 

there that actually takes the time to meet with international students and 

understand what they want to study. Another very recent case, students were 

mistaken the sign up for graduate courses or undergraduate and they were 

expecting us, international services even being able to advice international 

students on academics while I do not have the particular knowledge of all the 

programs taught are university, which is just impossible. So next step will be the 

introduction of that figure of academic or advisor and perhaps this will help with 

integration, faculty understanding what international students need. And I have to 

say that there has been historically a negative connotation along international 

students driving by the ERASMUS program. Because for many years we welcome 

students in Cattolica that did not even know Italian and perhaps the requirement 

of studying and then they presented to the final exams and they wanted to pass 

without any Italian knowledge. So faculty saw them more as unuses than an actual 

real addition to the class. So now we are adjusting the language requirements. To 

some stand there has been a negative connotation to international students. Often 

even to some specific groups or nationalities. 

- (Participant 3) Standing on what Lea was saying it is important by these faculty 

members to no group international students as a whole because they come here 

through different programs and from different countries and you know, I am 

Australian and I speak the same language as an American student we might have 
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different needs. Out system is completely system. So they need to understand we 

are international students but not this. And this needs to be done every semester 

when they have you in front and work with that group you can create wonderful 

things. 

 

On-arrival services 

Moderator/Moderador: Which kind of needs do you think students have during their stay?  

- (Participant 2) It depends but all kind of needs. They have many needs. Practical 

needs, psychological needs, health needs. 

- (Participant 3) Matters like where can I find a towel, hangers… I do not know…  

- (Some) How can I fix my phone, my computer, I want to go to TV program, where 

can I buy the tickets? What is the name of the supermarket because maybe for 

them the name Essselunga is not immediate a supermarket, to understand what 

the shops are, opening hours. It is really any and everything. The cell phones, 

connections… 

- (Participant 6) Even more some years ago I found out that now with smartphones 

and Wi-Fi is easier for them. 

- (Participant 2) We also provide them with sim cards. So, they have an Italian sim-

card.  

 

Moderator/Moderador: We did not talk about health and emergency. Do you provide 

emergency phones? 

- (Participant 6) Yes, all students have an emergency number. Unfortunately it is 

mine and also Mail service in the housing have an emergency number. They can 

have two numbers in case they need. And we are generally close connecting to 

housing. They found out something, they call us. So mail service provides a lot of 

information about safety, numbers, closes hospital to go to. And of course, on 

campus we have our health center. And we also have a hospital on the corner.  

 

Moderator/Moderador: So just to finish, do you think that it will be important that the role 

of student associations is really important for the integration of international students? 

- (All) I think 100%. 
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- (Participant 1) Yes especially right now when we do not have this buddy program 

yet. Student associations are the mean through which we provide this integration 

of international students. 

 

Moderator/Moderador: And also for the satisfaction? 

- (All) Absolutely, yes…. 

- (Participant 6) So again back to the ISB when it comes to or when they comment 

on local friends or local culture the scoring is always very hard. So we do perceive 

that the environment is a welcoming one that there are opportunities whether or 

not to take them it is a different story but there are opportunities getting for them 

too and connect. So generally, the perception of the Cattolica and even to some 

extent it is a welcoming one, a opening one. 

- (Participant 3) Some students do not want to associate themselves with 

associations because they know they will find themselves students within that 

environment they want actually to participate in various activities and they prefer 

to find their own friend because they strictly want local friends. But I think if this 

model I do not know…. They can use the local friends from the association as a 

means to get to other people.  

 

Moderator/Moderador: Well, at the end you can just choose. One of you can just sum up: 

what do you want me to know after all this. In one or two sentences. 

- (Participant 6) I think that over the last few years we have done progress in 

integrating and increasing the quality of the services. The practical needs of the 

students by providing and keeping adding sort of information. We pay attention 

to what students are asking and we anticipate a bit the questions by providing 

information in front that they might need. Obviously, this needs to keep changing 

and we try through ISB and also talking to students. We keep on top this and we 

are good at that. There are some specific program which is the buddy thing that it 

will be our major next step and it will be a huge help and then unfortunately it is 

not only up to us, also university and faculty need to play on that. And I think it 

is there the major talent in proving full integration including the classroom. We 

as international office are well considering the resources we have. There is always 

more that we can do but the most difficult and challenging aspect is engaging the 

rest of the university and the academia in the whole process. 
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- (Participant 1) On local students I can say that also as previous Italian student I 

can say that there is still needed to create a culture for student association because 

it is not something existing in Italian universities but we have a lot of our outbound 

students that go abroad specially in the States or Australia and they discover these 

kind of realities and then they come back and they want to… some of them ask 

we do not have these kind of associations but internal students do not know about 

this. A lot of outbound students discovers about it after they come back from other 

universities around the world. I would say related to what Lea was saying students 

really need to feel the faculty, to engage to have this push. It seems like us as 

international offices tell them you need to know, you will discover but specially 

in some countries they do not feel they are encourage…. 

 

Thank you so much! 
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Annex 6. Transcription Focus Group nr.4: Staff members - UAM 

 

Date: June 2016 

Place: Universidad Autónoma de Madrid 

Participants: 5 staff members 

 

Pre-arrival services   

Moderator/Moderador: ¿Qué necesidades tienen los estudiantes antes de llegar? 

- (Participante 1): Pues si quieres empiezo yo porque ahora estamos en esa fase. Ya 

sabemos qué estudiantes van a venir, ya saben más o menos qué asignaturas van 

a cursar y ahora el siguiente paso es elegir en base a unos horarios y unos 

profesores que, evidentemente, no conocen un grupo. Pues ahí les vienen las 

dudas de los profesores hasta que no lleguen y vean unos y otros pues no van a 

saber. Se hacen mucho lio con los horarios porque es una manera diferente de 

cómo se organiza en otras universidades. Con el tema de clases prácticas y clases 

teóricas, tienen que ir a todas las clases o no, si es obligatoria o no. Entonces ahora 

estamos en esa fase. Les ayudamos en lo que podemos en la oficina. Los 

estudiantes que me ayudan en prácticas ahora mismo en la oficina son estudiantes 

de psicología y ayudan mucho en ese sentido. Conocen los estudios, conocen a 

profesores, y desde hace un par de años la facultad, desde la Oficina de Relaciones 

Internacionales organizamos un programa de mentores. Entonces ahora vamos a 

asignar ya los estudiantes que han solicitado ser mentores a los estudiantes 

incoming (entrantes) que quieren tener un mentor o les preguntamos si quieren 

tener un mentor. No todos quieren. Estos mentores les ayudan mucho mucho en 

la fase de pre-arrrival, sobretodo con temas académicos, luego ya con vivir en el 

campus. 

 

Moderator/Moderador: Participante 1, una pregunta: sobre los mentores. Imagino que es 

una necesidad que visteis con el paso del tiempo que había ahí algo que faltaba 

- (Participante 1): Sí. 
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Moderator/Moderador: Y a los mentores, por ejemplo, ¿les hacéis algún seguimiento? O, 

¿cómo formáis a los mentores? ¿Los estudiantes están contentos con el mentor? 

- (Participante 1): Es relativamente nuevo en la facultad. Hemos ido mejorando y 

añadiendo cosas. Seguimiento en lo que llamas del programa, intentamos hacer 

una reunión, lo que pasa que no siempre es posible. Estamos siempre que no 

damos abasto, pero bueno. Intentamos hacer una reunión a mitad de semestre o de 

curso, luego al final les hicimos una encuesta. Que hagan una encuesta para 

valorar el programa. Y ahora este año de cara a los mentores del curso 16-17 y 

como ya es a nivel general de la Universidad, se les da unos créditos ECTS, tiene 

que haber un programa formado tal cual que valga para todas las facultades, no 

que cada facultad lo haga de una manera. Entonces, se pide que tengan una 

formación previa. 

 

Moderator/Moderador: O sea, que este programa de mentorado se hace a nivel 

Universidad. 

- (Participante 1): Sí, ahora ya sí. Ya está empezando a ser a nivel Universidad. Por 

ejemplo, el 30 de junio hay un curso que organiza la ESN, es una de las actividades 

a las que tendrán que asistir los mentores. El paso lunes, el día 20, esto ya a nivel 

de facultad de psicología, organizamos un taller de multiculturalidad que lo 

impartió un profesor de la facultad de Filosofía y Letras pero como pilla en estas 

fechas que ya han acabado los examines y les pillas a todos fuera, pues fueron 

muy poquitos. 

 

Moderator/Moderador: ¿El taller es para…? 

- (Participante 1): El taller fue específico de la facultad. 

 

Moderator/Moderador: ¿Para? ¿Los que están aquí…? 

- (Participante 1): De cara a los mentores del año que viene. Luego el día 30 el curso 

que organiza la ESN y creo que hay alguna actividad más. O sea, lo que quiere la 

Universidad es hacer algo general que valga para todas las facultades y no que 

cada facultad tenga su programa mentor de una manera que yo creo que es como 
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tiene que ser. Pero bueno como es verdad que no todas las ORIs tienen un 

programa de mentores, vamos poco a poco. Yo creo que es muy útil. 

 

Moderator/Moderador: ¿Y vosotros desde vuestras oficinas? Imagino que el idioma. No 

sé si tocáis temas de idiomas y pedís certificados o no…. 

- (Participante 2): nosotros cuando llegan lo que quieren es mucha información para 

ver un poco la manera de registrarse. Si que es verdad que el año pasado 

detectamos que a muchos de los estudiantes Extranjeros no les había llegado la 

información de que dábamos cursos de español. Por eso este año en cuanto hemos 

publicado la información hemos mandado un correo a todas las ORIs con los 

enlaces para que informen a los estudiantes Extranjeros de los cursos. Lo que sí 

recibimos de vez en cuando es si tenemos cursos intensivos en verano de cara para 

prepararse un poco para el curso que viene. Nosotros no emitimos certificaciones 

de ningún tipo porque nuestros cursos no son oficiales, de grado, no van incluidos 

en el learning agreement. Entonces ellos cuando llegan hacen su prueba de nivel, 

hemos ido evolucionando a lo largo del tiempo, antes se hacía personalmente 

ahora se hace on-line lo cual a ellos les facilita mucho. Pueden realizar la prueba 

en su país con lo cual eso para ellos es una ventaja, y básicamente eso. Luego ellos 

vienen a hacer los cursos. 

 

Moderator/Moderador: Llevo tiempo ya sin estar en la oficina con lo cual ya me he 

perdido muchas cosas, pero recuerdo que una de las cosas que ya se empezaba a ver era 

pedir un certificado B2 a los estudiantes que venían. 

- (Participante 2): Eso es a nivel de ORIs. 

 

Moderator/Moderador: ¿Vosotros no revisáis nada? 

- (Participante 2): No. 

- (Participante 3): Nosotros tenemos requisitos específicos y nos encargamos de ver 

si el certificado que nos Mandan es más o menos aceptable, y si no nos ayuda el 

Servicio de idiomas con un test on-line de nivel. 
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Moderator/Moderador: Ok, o sea que primero pasaría por cada Oficina en particular y si 

hay alguna duda a la Oficina de idiomas. 

- (Participante 3): En nuestro caso, sí.  

- (Participante 1): La facultad de (omitido) por lo menos a los estudiantes de grado 

no se les exige que tengan un certificado de español. Se les recomienda que tengan 

un B1 o B2 pero a los de grado no se les exige. A los que vienen de master, sí. B2 

mínimo y certificado. Bueno si no tienen certificado, pero si tienen los 

conocimientos los coordinadores del master valoran si les hacen una entrevista o 

no. Luego depende de cada master. 

- (Participante 2): nosotros realmente a los estudiantes de español no se lo pedimos. 

En general puede que tengamos algo de ORIs, certificados de español para cotejar. 

Pero sí es verdad que sí se ha notado que el nivel va mejorando un poquito pero 

también tenemos estudiantes que no hablan, pocos. 

 

Moderator/Moderador: Y entonces en el caso de los servicios que es donde estamos 

hablando ahora mismo, hemos identificado: información sobre calendarios y horarios. Es 

curioso este dato porque sigue apareciendo en todas las investigaciones y no sé si es que 

se hacen pocos esfuerzos para mejorarlo o las que hay no funcionan porque según las 

investigaciones es una de las cosas que los estudiantes más se quedan entre comillas. El 

horario era complicado, la información no era la correcta. Que a lo mejor son cosas que 

no dependen de una oficina en concreto sino de cómo funciona todo. 

 

Moderator/Moderador: Participante 4, ¿cuáles crees que son los servicios más 

demandados por los estudiantes Internacionales? 

- (Participante 4): ¿Dices para facilitar la integración? 

 

Moderator/Moderador: Sí, antes de llegar. 

- (Participante 4): Yo creo que sobretodo la información sobre las asignaturas, el 

contenido y los horarios. Al menos si yo estuviera estudiante ahora mismo esa 

situación es la que me interesaría y creo que ahí sí que es la verdad que para 

alguien de otro país con otro Sistema, el Sistema que hay aquí es puede ser un 
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poco complicado. Son estudiantes que a lo mejor hacen una combinación de 

varios grados y ahí incluso como mirar los horarios de cada clase cuándo se 

imparten. Es realmente complicado y creo que están ahora implementando un 

módulo en sigma para que todos los horarios de las asignaturas salgan ahí… 

- (Resto): Ah, ¿sí? Pues no tenía ni idea. 

- (Participante 4): Sí, pero hasta ahora creo que si cada estudiante está interesado 

en un grado tiene que primero consultar los horarios de cada curso. 

- (Participante 3): Y no lo entienden. 

- (Participante 4): Y luego que le cambien los horarios o las cases según los 

estudiantes que hacen prácticas y si es de otro grado pues tiene que buscar otro 

PDF y eso es complicado. Si esa información fuese más accesible creo que 

facilitaría mucho el trabajo de todo el mundo. 

- (Participante 3): Sí, estoy de acuerdo con (Participante 4). Lo más importante es 

la información académica porque incluso si lo nuestro es un curso cerrado y 

exclusivamente a través de Studyabroad lo hacen muy fácil porque lo preparamos 

nosotros, pero como tenemos la opción de estudiar en grado una asignatura o dos 

de grado entonces ya se complica muchísimo. Luego, a lo mejor, una cosa que 

deberías de apuntar que en mi caso hay estudiantes extranjeros no necesariamente 

europeos que otra preocupación de pre-arrival es student life: dónde vivo, cómo 

me organizo. Luego tengo que reconocer que los europeos suelen estar mejor 

conectados, que ellos mismos ya dicen yo tengo un amigo que estudió en Madrid 

el año pasado y me ha pasado la información. Los norteamericanos menos, ellos 

sí quieren saber dónde vivir y que les ayudes y los chinos hasta tienen, 

normalmente si vienen en grupo contratado agencias que les hacen todos estos 

servicios. Porque esa parte es una parte importante que aquí tampoco se ofrece 

realmente. Una de las cosas que realmente estamos empezando a cambiar en la 

oficina de Study abroad o de acogida, como quieras llamarlo, es dar, precisamente 

más servicio de este tipo pero no tenemos recursos. 

 

Moderator/Moderador: Claro, os quería preguntar, ¿el alojamiento no es un problema? 

¿O una necesidad? No os llegan un montón de e-mails… 
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- (Participante 1): Sí, bueno un montón tampoco. Pero sí alguno sí te pregunta. 

Bueno pues le informas del que le puedes informar desde la UAM, quiero decir 

de las residencias universitarias de la Universidad. 

- (Participante 3): Pero no quieren… 

- (Participante 1): claro la mayoría yo creo que quieren una casa privada, entonces 

ya les dices eso es por tu cuenta. Nosotros en las ORIs no gestionamos el 

alojamiento, pero sí que es importante pero ¡ya lo que nos faltaba! 

- (Participante 3): Faltan los recursos. Yo creo que, en general el Madrid se han 

dado cuenta de que es un mercado estupendo en temas de alojamiento para 

estudiantes y hay plataformas de internet que te ayudan y te buscan una habitación 

o para compartir. Creo que eso nos ha ayudado porque lo tienen más fácil y no 

necesitan tanto nuestra ayuda. Luego depende de si saben manejar una plataforma 

que no esté en su idioma. 

 

Moderator/Moderador: Y que alguien les de la información correcta 

- (Participante 3): Y que se fíen. El tema que tenemos con los chinos es que igual 

no se saben manejar muy bien esas plataformas y están en español o en inglés, 

alemán o italiano, pero no están en su idioma y luego no se fían. Tienen esa idea 

de que van a mandar dinero y para ellos es difícil mandar dinero y luego no lo 

tienen tan fácil con tarjeta de crédito para pagar como una especie de depósito y 

entonces ya se asustan.  

 

Moderator/Moderador: Una de las partes de mi tesis, he identificado tres tipos de 

servicios: los Institucionales (los que hoy representáis), los proveedores o externos (serían 

estas agencias, puedes tener ya un contrato con ellos o derives a un proveedor que a ti no 

te ningún beneficio y luego los colaborativos. En los colaborativos es donde meto, por 

ejemplo, las asociaciones de estudiantes. Si es que juegan un papel, ya me diréis o no, si 

las asociaciones de estudiantes juegan un papel, sobre  todo cuando están llegando los 

estudiantes a la Universidad como cuando los estudiantes están aquí.  

 

Por finalizar con este apartado, cada uno de vosotros un servicio que pensáis que es una 

necesidad prioritaria para los estudiantes. 
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- (Participante 2): Yo quizás desde mi punto de vista, por decir uno, tampoco es que 

recibamos mucha demanda de ello, pero cursos a lo mejor intensivos en verano 

antes de comenzar las clases. Yo creo que ellos se sentirían mucho más seguros. 

 

Moderator/Moderador: ¿De idioma y cultura? 

- (Participante 2): De idioma bueno y cultura vamos. 

- (Participante 1): Sí… 

- (Participante 2): Algo que tenga que ver con todo. Pues sí idioma y cultura estaría 

bien. 

 

Moderator/Moderador: Claro, justo lo que estábamos hablando antes que justo no sé 

quién lo comentó del programa mentor, que justo hoy en día sería quizás bueno tener unas 

nociones de interculturalidad / multiculturalidad para justo esta integración. Nos contaba 

(omitido) antes que había un taller para los mentores. Yo recuerdo que cuando estaba en 

la oficina hicimos también cosas, les juntábamos a los que se iban a ir al extranjero. Pues 

quizás estaría bien fomentar este tipo de integraciones. 

- (Participante 1): Sí, a los que se van fuera, una reunión pre-estancial. La hicimos 

hace un par de semanas y la hacemos desde hace un par de años y siempre y 

pedimos a gente que ha estado de movilidad que cuente su experiencia 

 

Moderator/Moderador: Esto lo consideráis necesario o también una de esas necesidades 

junto con el idioma que decía Participante 2. 

- Todos asienten. 

 

Moderator/Moderador: Vale, y ¿qué más servicios pensáis el resto? 

- (Participante 3): Si yo pudiera pedir algo, diría una Oficina que gestione la 

cuestión puramente Institucional. Con eso quiero decir que se organice la cuenta 

para el wifi, correo electrónico, carnet, pero ayudante al estudiante extranjero y 

no dificultando los procesos para el estudiante extranjero. Se sienten muy fuera 

cuando se dan cuenta que empiezan en septiembre pero en noviembre todavía no 

tienen wifi, no tienen carnet…etc… 
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- (Participante 1): Pero, en vuestro caso, ¿les informáis de todo lo que tienen que 

hacer? 

- (Participante 3): Sí, pero nuestro caso es especial porque no están en Sigma. 

 

Moderator/Moderador: Imagino que pasará lo mismo a la gente que venga de prácticas 

hasta que esté en Sigma y tenga el carné de la biblioteca para sacar un libro. Al final si 

queremos o no crear una cultura de universidad como institución, este tipo de cosas 

deberían de hacerse con más facilidad. 

- (Participante 3): Y no debería de haber esa diferencia. Quiero decir el estudiante 

que hace un curso de Study Abroad solo de lengua sigue siendo un estudiante. Y 

desafortunadamente está montado el Sistema que si no estás en Sigma oficial 

entonces ya lo tienes mucho más difícil.  

- (Participante 2): Otra cosa que sí que a nosotros nos afecta un poquillo es que yo 

creo que en cada ORI los estudiantes extranjeros se matriculan en un plazo 

diferente. A nosotros esto nos supone una traba porque a lo mejor vienen a 

matricularse y todavía no están matriculados en la asignatura y al no ser 

estudiantes de la UAM no se pueden matricular con nosotros. Entonces, aunque 

para nosotros nuestra matrícula es un septiembre largo a finales de septiembre hay 

veces que nos encontramos con esas dificultades. Si estuviera todo un poco más 

institucionalizado más global, pues eso los ERASMUS se matriculan todos tal día 

quizás sería más sencillo. 

- (Participante 1): Yo creo que los que estáis en servicios más centrales yo creo que 

os volvéis locos por estos motivos, porque cada ORI es un mundo, cada facultad 

es un mundo y tenemos nuestra propia organización entonces en Psicología pues 

intentamos que antes de que empiecen las clases o el día que empiezan las clases 

todos los estudiantes estén matriculados pero claro cada Ori hace o que quiere y 

en (omitido) no se les matricula antes de que lleguen, tenemos que saber que han 

llegado a la central y que están aquí y entonces ya se las matricula. Sé que otras 

facultades sí que se les matricula antes de que lleguen. 

- (Participante 5) Yo no sé si pediría un servicio. Yo lo que pediría es más 

organización global de todos y procedimientos comunes. 

- (Participante 4): Yo estoy de acuerdo. Una centralización de la información previa 

es importante. Sobre todo, también porque hablando de alguien que trabaja en 
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servicios centrales siempre es muy difícil informar a un estudiante sobre lo que 

tiene que hacer. Te gustaría darle la información correcta pero lo que haces al final 

es decirle que mande un correo a tal y tal persona y bueno sí te pueden contestar 

que en eso en su facultad no es así. Yo creo que por los estudiantes es lo mejor.  

 

On-arrival services 

Moderator/Moderador: Muy bien, pues si os parece vamos a pasar al Segundo apartado 

sobre los servicios cuando llegan a la Universidad y la integración que tienen con 

estudiantes y como se fomenta esa cultura de Universidad de integración no solo con el 

estudiante sino también con el PAS y PDI.  Antes Participante 3 lo comentó, pero me 

gustaría preguntaros el tipo de estudiantes que recibís, en el caso de Participante 3 creo 

que eran… 

- (Participante 3): Chinos sobre todo en grupos, luego sueltos tengo gente de Japón 

y de Estados Unidos casi diría de todo. No son movilidad ERASMUS pero son 

estudiantes Internacionales que hacen título propio, cursos de título propio en la 

UAM y vienen pagando tasas. 

- (Participante 1): Son un poco como visitantes, pero con un programa más cerrado. 

- (Participante 3): Exacto porque se tienen que apuntar a estas ofertas que tenemos. 

- (Participante 2): ¿Tienen que ser estudiantes universitarios? 

- (Participante 3): Sí. O sea, tienen que tener terminado el bachillerato, no 

necesariamente tienen que haber pasado por una PAU o un tipo de acceso formal 

pero sí tienen que certificar que son estudiantes universitarios en su propio país. 

- (Participante 1): Nosotros recibimos principalmente estudiantes a través de 

programas de intercambio ERASMUS estudios y practicas (incoming aunque 

vienen poquitos), de movilidad Sicue en España y CEAL, en Psicología vienen 

muchos, de Estados Unidos también vienen y luego algún visitante. Sobre todo 

visitantes de Sudamérica. 

- (Participante 2): Yo de todo porque vienen  de todos los convenios Internacionales 

que hay. También de otros programas de movilidad incluso Sicue que vienen a 

estudiar otros idiomas. 
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Moderator/Moderador: Y, ¿hay diferentes?  

- (Participante 2): El requisito que tenemos nosotros es que tengan alguna 

vinculación con la UAM. Claro, siempre que ya haya pasado por la Oficina de 

Relaciones Internacionales. Incluso admitimos trabajadores... No todos los 

estudiantes que vienen aquí Internacionales pasan por el servicio de idiomas, pero 

muchos sí.  

- (Participante 4): Yo estudiantes que vienen de intercambio de nivel grado, master 

o Doctorado y en mayor medida estudiantes de prácticas. Pero en esa medida es 

difícil compararlo con otros estudiantes que vienen con otros programas porque 

van y vuelven durante todo el curso y creo que es muy difícil integrar ese tipo de 

estudiantes en la vida de campus porque van específicamente a hacer prácticas 

dos meses, tres meses o incluso menos con lo cual normalmente no coincide con 

el principio de curso para poder participar en actividades de bienvenida. 

 

Moderator/Moderador: Pero claro, al final no dejan de ser otro tipo de estudiantes que 

llegan y están solos y no conocen a nadie. ¿También tienen necesidad de alojamiento? 

- (Participante 4): Sí. 

 

Moderator/Moderador: ¿Hay algún welcome package que pueda ser común/ general? 

- (Participante 4): Yo normalmente tampoco sé con mucha antelación cuando 

vienen esos estudiantes porque la registración no está centralizada entonces si 

recibo los papeles antes pues les puedo informar si les interesa. Lo que siempre 

procure hacer para los estudiantes o el primer día que vienen o si me escriben, 

darles las informaciones que tengo yo disponibles de alojamiento 

fundamentalmente. Porque en el ámbito académico ya tienen su estancia 

organizada. Entonces es usar los recursos existentes que tienen ya otras oficinas. 

 

Moderator/Moderador: Otra pregunta relacionada con esta fase, ¿todos los servicios están 

centralizados para estas actividades? 

- (Todos): No. 
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Moderator/Moderador: ¿En alguna de vuestras oficinas y dentro de los servicios que 

ofrecéis utilizáis algún proveedor o servicio externo? 

- (Participante 3): Sí, alojamiento. Tenemos acuerdos con alumni.net. 

 

Moderator/Moderador: Pero solo para tu grupo de estudiantes. 

- (Participante 3): Entiendo que no es solo para mi grupo de estudiantes sino para 

todos los alumnos de la Universidad. Alumni.net les puede ayudar a buscar 

alojamiento y encima si ellos demuestran que son de la UAM tienen un descuento. 

Vamos a firmar algo parecido con Uniplaces. Esos creo que serían los únicos 

proveedores. 

- (Participante 1): Eso estaría bien saberlo. Tú lo sabes y nosotros de las ORIs no. 

Y nos preguntan y se lo podríamos decir.  

- Todos: Aquí tiene que haber más comunicación que llevamos pidiendo mucho 

tiempo. 

- (Participante 3): Este tipo de reunión por ejemplo. Nos sigue invitando 

Moderator/Moderador. 

 

Moderator/Moderador: No sé cómo lo veis vosotros, pero para mí este tipo de acciones 

como de reflexión y de aprender de las diferentes cosas que están pasando en el campus. 

 

Moderator/Moderador: ¿Por qué habéis decidido usar este tipo de servicio de 

alojamiento? 

- (Participante 3): Yo lo he heredado. Pero sí que estoy empezando a que se firme 

un acuerdo con Uniplaces. Y te digo el por qué: no es suficiente que la 

Universidad tenga en un rinconcito una información sobre alojamiento y 

mencione los colegios mayores que no son atractivos para el estudiante extranjero. 

El estudiante extranjero no viene a la UAM porque es la UAM sino porque es 

Madrid. Entonces tú no puedes decirle a un chico que viene a estudiar aquí que se 

quede en Erasmo y no participar de la noche madrileña porque está lejos, porque 

no llega a casa, no hay búhos, metros y le cuesta mucho. Entonces, por lo menos 

el tipo de estudiante que nosotros recibimos y entiendo que los ERASMUS y los 
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de convenios, son todos iguales en ese sentido. Han elegido Madrid primero y 

luego la UAM y no les importa venir aquí para ir a clase pero quieren vivir donde 

hay marcha. Entonces, cómo les podemos ayudar con alojamientos. No tenemos 

recursos para ir buscando pisos para ellos. Entonces, estos servicios son muy 

Buenos. Y no estaría demás tener más de uno. Alumni.net en seguida está agotado. 

Entonces, cuando hablé con Uniplaces pues dije pues sí, cuanta más variedad 

mejor porque nosotros no sacamos nada de eso. A nosotros no nos pagan ningún 

tipo de comisión. Lo que queremos es que proporcionen un buen servicio a los 

estudiantes, los estudiantes lo tengan fácil cuando estén buscando alojamiento y 

además si estudiantes UAM tienen un descuento mucho mejor. 

 

Moderator/Moderador: ¿Pensáis entonces que los estudiantes están satisfechos con los 

servicios que la UAM les ofrece? 

- (Participante 4): Yo creo que es difícil decir porque cada uno ve una pequeña parte 

o estamos tratando solo con un aspecto de la vida del estudiante. Dentro del 

programa ERASMUS los estudiantes rellenan obligatoriamente un cuestionario 

on-line. Siempre hay cosas por apartados que no están bien. Pero en general el 

grado de satisfacción es alto. Entre el 95% muy satisfechos o satisfechos. Creo 

que con los incoming es parecido, pero ahora mismo no lo recuerdo. 

 

Moderator/Moderador: ¿Y este cuestionario es general? 

- (Participante 4): Es del programa ERASMUS y cada estudiante lo tiene que 

rellenar al final de la estancia a nivel de Europa. Los datos de los estudiantes 

outgoing e incoming.  

- (Participante 1): yo creo que en general sí que están contentos a pesar de que hay 

cosas que habrá que mejorar. Eso está claro, pero creo que están contentos. 

- (Participante 2): A veces recibes no al estudiante que está contento sino al 

estudiante que tiene un problema. Vienen no muchos, pero a veces gente que 

tienen un problema y les ayudas pues lo mejor que puedes claro. Y se van 

contentos. Pero yo tampoco podría valorar si la experiencia que tienen es 

satisfactoria. No tendría datos…no lo sé. 
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Moderator/Moderador: Entonces cuando llegan, habrá tenido obstáculos con el 

alojamiento, pero ya se ha solucionado. Después de eso, qué necesidades veis que puedan 

tener los estudiantes una vez cuando llegan. 

- (Participante 1): El español. 

- (Participante 3): Sí. Y el tema de los mentores. Que yo no tengo mentores pero 

que quiero tenerlos también. Alguien que pueda acompañarles que sea un 

estudiante de la UAM y que lo haya sido en semestre anteriores es fundamental. 

- (Participante 2): Es una muy buena medida. 

- (Participante 3): Dónde vas, cómo te enteras. Tienes tu ventana para matricularte, 

¿si no te funciona el tema del wifi a dónde vas? Todo esto…yo estoy sola en la 

Oficina y no puedo acompañarles. 

 

Moderator/Moderador: ¿Y has pensado en alguna alianza con alguna asociación de 

estudiantes existentes? 

- (Participante 3): Sí, de hecho, los mentores la idea es que sea más bien nivel 

Universidad y no solo cada ORI o facultad y entonces aprovechar de estas 

personas o al menos saber quiénes son y si tengo mis estudiantes del DELE que 

quieren una asignatura de (omitido), pues puedo decir tengo unos nombres de 

unos mentores… 

 

Moderator/Moderador: Y la institución, la UAM en estos servicios a parte de lo que 

acabamos de ver ahora del programa mentor, ¿colabora con asociaciones de estudiantes 

en otros servicios/ámbitos? 

- (Participante 2): Que yo sepa en el servicio de idiomas que yo sepa no. 

- (Participante 4): Creo que en la ORI central a principios de curso hacen una 

colaboración. En la difusión de las universidades que organizan ESN y la 

bienvenida. Nosotros informamos de las actividades que tienen ellos. 

- (Participante 1): Bueno, básicamente con la ESN. Con la información que nos 

envían que se la trasladamos a los estudiantes que vienen. 
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Moderator/Moderador: Antes al menos no había un acto a nivel institucional organizado 

por la Universidad. 

- (Participante 3): No, tampoco hay. 

- (Participante 1): No hay. 

 

Moderator/Moderador: ¿Por la ESN? 

- (Participante 1) y (Participante 3): Sí hay. También las facultades. 

- (Participante 1): A nivel general no hay acto. 

- (Participante 3): Yo creo que si hubiese un acto así nos habrían dicho algo. 

 

Moderator/Moderador: Y pensáis que un acto así, en otras universidades por lo que he 

visto, donde estén presenten todos los servicios, ¿podría ser algo interesante? 

- (Participante 2): Yo creo que les ayudaría bastante el ver de golpe todos los 

servicios a los que pueden acudir y que les puedan interesar. 

- (Todos): Sí. 

 

Moderator/Moderador: Tenemos los actos de bienvenida por facultades, el acto general 

que de momento no existe a nivel institucional pero organizado por ESN. Sobre el 

programa buddy. ¿Crees que este programa ayuda y promueve esa integración entre 

estudiante local e internacional? 

- (Participante 1): Totalmente. 

- (Participante 2): Yo ni si quiera lo conozco. 

- (Participante 1): El buddy es el de mentores. 

 

Moderator/Moderador: Una persona que hace como de guía. ¿Qué pensáis el resto? 

- (Participante 4), (Participante 3): Sí, genial. 

- (Participante 4): Eso te quería preguntar. ¿Tenéis como un tándem?  

- (Participante 2): De hecho, los últimos se ha hecho un tándem-café y se les invita 

a los estudiantes Extranjeros y a los de otras lenguas para que se conozcan entre 

ellos. 
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Moderator/Moderador: Entonces, ¿estarían los estudiantes extranjeros, los nacionales? 

- (Participante 2): Sí, claro estarían los estudiantes extranjeros, los nacionales que 

están estudiando aquí inglés, alemán…para que se pongan en contacto y tengan 

un poquito de relación y ver si consiguen tener una relación de tándem. 

- (Participante 4): Yo creo que la ventaja que tiene eso es que ambos estudiantes 

reciben algo. No tengo mucha experiencia con los mentores pero tengo la 

impresión que hay mucho contacto al principio pero luego durante el curso el 

estudiante tiene una duda, pero más allá de un contacto inicial me imagino que 

difícil entre los dos. 

- (Participante 1): Hay veces que incluso ni se conocen y que el estudiante que nos 

ha dicho que quiere un mentor no da señales de vida y claro el mentor se queda 

un poco que el quiere ayudar pero no ha podido. Lo que vamos a hacer este año 

en Psicología, que no lo hemos hecho hasta ahora es que en la reunión de 

bienvenida estén también los estudiantes mentores para que se conozcan y luego 

habrá un picoteo y demás. Porque si no a veces es un poco fracaso. A veces hablan 

por email o WhatsApp y luego a veces ni si quiera se conocen. 

- (Participante 4): Claro, tú antes de que llegues no sabes qué ayuda tú vas a 

necesitar. 

- (Participante 1): El programa mentor yo lo veo no solo ayuda de organización de 

la facultad sino como un intercambio cultural. Pero ellos no lo terminan de ver 

así. 

- (Participante 3): Pues uno de las propuestas para el futuro y desde digamos más 

bien general es que haya unos créditos que puedan obtener, pero a cambio tienen 

que seguir un proceso de formación que tiene que ver con el intercambio cultural. 

A mí me han pedido que monte talleres de desarrollo cultural y luego hay un 

seguimiento que tiene que ver con un intercambio real entre estudiante 

internacional y mentor. Nosotros entendemos que  no es la culpa del mentor, lo 

mismo los internacionales los primeros días necesitan ayudan pero luego se 

montan sus propias peñas y ya no quieren hacer nada para tener contacto y luego 

se quejan: me hubiese gustado conocer a un español…Entonces es un poco decir, 

vale entendemos que tenemos que forzar esto. Esto en una clase de lengua cuando 

esto además conlleva funciona que se apunten a los tándem. Pero si tú dices tienes 

aquí una Universidad repleta de españoles, a ver búscate un intercambio 
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lingüístico y no no son capaces. Entonces es verdad que podemos hacer algo con 

esta nueva visión de los mentores. 

 

Moderator/Moderador: ¿Cómo conectáis a estudiantes internacionales con nacionales? 

- (Participante 2): A través del café. 

- (Participante 3) y (Participante 1): Con el programa de mentorado. 

 

Moderator/Moderador: ¿Alguna acción más? 

- (Participante 4): Yo no conozco más. 

- (Participante 3): Nosotros hemos utilizado la idea del servicio de idiomas para los 

estudiantes chinos, pero para los estudiantes del DELE nada. Teníamos la 

esperanza que los mismos profesores que imparten las asignaturas del DELE, a lo 

mejor fueran a organizar algo, pero nada. Sé que desde ESN se ha hecho algún 

viaje o fiesta, sí. Además, dijeron que ahí conocieron a muchos otros 

internacionales, pero no necesariamente españoles. 

 

Moderator/Moderador: Muy bien. ¿La UAM tiene un plan estratégico de 

internacionalización? 

- (Participante 3): Sí. 

- (Participante 1): Tendrá que tener. 

- (Participante 3) y (Participante 2): He oído hablar de ello pero no puedo concretar.  

- (Participante 3): En todas las comisiones a las que voy siempre se habla. 

 

Moderator/Moderador: ¿Consideráis necesario que si existiese deberíais estar al tanto? 

- (Todos): Sí. 

- (Participante 3): Sí, yo te voy a decir algo al respecto. Este perdono a quienes 

tengan las responsabilidades. Pero si hay un Proyecto de internacionalización 

debería ser una información fácil, transparente y asequible a toda la Universidad 

porque afecta a todos en la Universidad. Si dices vale es una prioridad para la 

Universidad, entonces los cuatro puntos (puede que estén en la página web en 

algún sitio). 
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- (Participante 2): Conozco el SAM, el plan Doing, sé que hay pero no sé. 

- (Participante 4): Debería conocerlo pero no lo sé. Lo que sé es que Latinoamérica 

y Asia son regiones estratégicas para la UAM, pero lo que significa eso a nivel de 

convenios e intercambios croe que en la UAM depende de intereses de profesores. 

Creo que existe, pero en nivel general no lo conozco. 

 

During stay services 

Moderator/Moderador: Pasamos a la tercera fase. Sobre su satisfacción final. ¿Qué 

necesidades tienen los estudiantes durante su estancia? 

- (Participante 1): Luego ya se entiende que están integrados. 

- (Participante 3): Una de las cosas que se podría hacer, pero bueno cuando 

tengamos resuelto todo lo demás es pensar un poco en todo, tanto por un lado los 

outgoing que ya están en otra Universidad y quieres establecer una relación 

Institucional con ellos para que cuando vuelvan se conviertan en embajadores de 

los sitios donde hayan estado y lo mismo al revés. Nosotros entendemos que la 

mejor forma de marketing es el boca a boca. Si a los incoming les formamos un 

poquito para que sean embajadores para que vuelva a su Universidad. Yo tengo a 

un estudiante. El estudiante organizará una charla en su universidad y yo le 

mandaré camisetas como regalito para los estudiantes interesados en estudiar en 

la UAM. 

- (Participante 4): para nuestros estudiantes que se van al extranjero ponerlos en 

contacto con estudiantes que ya han estado en esas universidades. 

- (Participante 3): Yo fui a una cosa que organizó la ESN o fue la ORI, ¿tú te 

acuerdas? Pero sí tenía que con estudiantes. Era en la plaza mayor y era un lunch 

ponían comida y bebida. Y era estudiantes Internacionales que tenían que 

identificarse. 

- (Participante 1): Sería la ESN. 

- (Participante 3): Y todos los españoles que tenían previsto irse fuera fueron.  

- (Participante 1): Fue una paellada. 

- (Participante 3): Eso es lo que tiene que ser.  

- (Participante 1): Pues eso está muy bien. 

- (Participante 4): Creo que es algo que incluso se podría organizar a nivel 

institucional. O mandar un correo al estudiante que va al mismo destino. 
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- (Participante 1): Eso lo hacemos nosotros. 

 

Moderator/Moderador: ¿Qué servicio necesitarían durante la estancia hemos llegado o 

concluido con el tema de la integración? 

- (Participante 4): Ese punto yo lo veo muy complicado. Yo vine de ERASMUS 

aquí a Madrid. En realidad, para mí y muchos de mis compañeros. Al principio 

estás entre estudiantes ERASMUS y al principio necesitas mucha información, 

pero luego durante la estancia no tanto. No sé qué podría hacer la UAM durante 

el curso porque a lo mejor ya tienen sus grupitos de amigos… 

- (Participante 1): Eso lo hace la ESN. Actividades más culturales… 

 

Moderator/Moderador: ¿Y eso por qué no lo hace la ORI, falta de tiempo, recursos? 

- (Todos): Sí. 

- (Participante 3): Si encima organizamos las fiestas… 

- (Participante 1): A mí me encantaría, pero si hago eso luego no hago lo otro. 

- (Participante 3): Además, yo por lo menos con mi perspectiva muy particular que 

comparo mucho con el mundo americano. Aquí no hay una cultura de campus. 

Aquí viene la gente a hacer sus estudios y si tienes turno de mañana, jamás 

conocerás a gente de tarde. Y normalmente si a lo mejor te echas unos amigos 

nuevos de la UAM pero estás con tu pandilla de antes. O sea, no hay una cultura 

de que aquí viene un mogollón de gente y que este es su nuevo sitio para organizar 

su vida. Entonces yo entiendo la actitud de los estudiantes ERASMUS, etc., o los 

chinos…hacen su propia pandilla, quieren pasarlo bien per oven que es 

infinitamente más fácil hacer su pandilla de chinos, de ERASMUS … 

 

Moderator/Moderador: Eso a lo mejor pasa, que no lo sé, porque si los programas están 

descentralizados al final parece que si vienes con un grupo de 20 estudiantes asiáticos 

pues… la postura que comenta Participante 4 es muy del norte sobre la independencia… 

Varios estudios dicen que los estudiantes quieren tener amigos… desde que llegan hasta 

que se adaptan. Es muy interesante lo que comentáis y no sé si consideráis que serían 

necesarias más actividades de integración en el campus. 
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- (Participante 3): Creo que una cultura más de campus no estaría mal. Ni siquiera 

para los españoles. Parte de la internacionalización es que se aprovechen los 

estudiantes españoles de la presencia internacional. Por lo tanto, no hay que 

trabaja solo pensando en integrar al extranjero, sino que abrir esas oportunidades 

para el estudiante español. 

 

Moderator/Moderador: Efectivamente, se habla mucho de internationalisation at home. 

Dos preguntas y acabamos. ¿Pensáis que las asociaciones de estudiantes juegan un papel 

importante en la internacionalización de la Universidad? 

- (Todos): Sí. 

 

Moderator/Moderador: ¿Pensáis que las asociaciones de estudiantes juegan un papel 

importante en la integración de los estudiantes de la Universidad? 

- (Todos): Sí. 

 

(Participante 4): Una pregunta, además de ESN hay asociaciones de estudiantes a parte 

de ESN ¿hay asociaciones de estudiantes? 

- (Participante 1): Sí, en Filosofía y Letras sí hay. Y en Psicología también. 

 

Moderator/Moderador: ¿Pensáis si una estrategia podría ser integrar las ORIs este tipo de 

estudiantes o de asociaciones de estudiantes? ¿Este tipo de trabajos lo podrían hacer 

administrativos? 

- (Participante 3) y (Participante 1): Yo diría una combinación. 

- (Participante 4): Yo diría que estas oficinas tuviesen un apoyo Institucional de 

recursos para organizar sus actividades y para un estudiante lo que atraen es que 

son estudiantes y que saben mejor lo que necesitan y tienen la motivación para 

hacerlo. 

- (Todos): De acuerdo. 
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Moderator/Moderador: ¿Uno de vosotros que lo resuma lo que hemos dicho? 

- (Participante 3): Hacen falta más esfuerzos para integrar a estudiantes 

internacionales, que faltan recursos, comunicación a nivel general que todos 

nosotros tengamos más oportunidad de comunicar, organización. 

- (Participante 2): Enterarnos todos de qué está pasando en todas partes para 

también poder publicidad de ellos y que haya más participación 

 

Moderator/Moderador: Muchísimas gracias 
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Annex 7. Transcription Focus Group nr.5: International students - UCSC 

 

Date: November 2016 

Place: Universitá Cattolica del Sacro Cuore 

Participants: 7 international students 

 

Pre-arrival services  

Moderator/Moderador: Which issues did you have before arriving to the host university?   

- (Participant 1): Before I came I think I needed to know my schedule and I needed 

to have my flat information, where I am living, and the basic things like that. Do 

you want to know the quality? Did I get those things? So I did not my schedule 

before 40 hours before my class started which it is culturally weird for me coming 

from America I have that three months before. My accommodation here was ok I 

had that one month before. 

 

Moderator/Moderador: and in your case (Participant 1)? You said you are coming within 

a program and they had the accommodation… 

- (Participant 1): Yes, they had the accommodation where I live so I did not have 

to do that.  

 

Moderator/Moderador: So have you got this information? 

- (Participant 1): Yes, from the program. 

 

Moderator/Moderador: So they were well organized? 

- (Participant 1): Yes, it is hard to say if they were purely well organized here … 

because I am used to having information more far… in advance. But coming here 

I thought it was a little hard to understand where I am going and when I am going 

and things like that before I came. 

- (Participant 2): I had to buy my plane ticket before all this was sorted. So I had to 

buy my plane ticket two weeks before coming because I did not know anything. 

For instance, accommodation in your case was more or less ok because you got it 
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with the program but European students, we do not have that agreement. Our 

agreement is regarding the study plan. So I had to find accommodation myself. 

No service offered us a very tacky apartment… for us accommodation works 

pathetically. Not to mention this timetables. I had my timetables given like when 

I was here. That´s crazy. In that aspect I am quite “not happy”? Mad? For instance, 

I wanted to buy my plane ticket for Christmas and I could not because I did not 

know when my exams will be. And that´s crazy because I would like to have my 

life organized... For me it is not ok... 

 

Moderator/Moderador: Participant 2, which is your program? 

- (Participant 2): Mine it is ERASMUS. From my point of view it is the one that it 

is less well organized. Because it is so broad coming to Europe, it is not a 

particular agreement. 

 

Moderator/Moderador: When you are part of a different group you understand this better 

as people are coming from different programs or providers so some get accommodation 

through a different system…but maybe Catholica for example gave you information 

about accommodation? 

- (Participant 2): Yes, mail service did. But as I said they did but they gave us all 

accommodation possible without telling us that  many others will come or where 

book from other programs so I requested…a dorm was already complete because 

it was for one of those programs  and you look for apartments in good 

neighborhoods but they were already booked due to those programs so at the end 

the only accommodation we were offered was in a neighborhood called 

“Quartogiaro”  that if you ask anyone here they will tell you: oh my god, what is 

that? So how can university provide you with accommodation in that 

neighborhood? For me was very offensive and at the end my current dorm, I found 

it through an Italian service and there are no ERASMUS students in my dorm 

because I had to do it through an Italian service, which it is the only that works 

quite well. 

 

Moderator/Moderador: And this one is provided by university? 

- (Participant 2): By Educatt. That´s the point. Educatt belongs to university and 

Mail service does not. I had to find it through Catholica: Mail service works very 
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pathetic, not good at all, except if you are from a program and food and 

accommodation included. In that case, it works pretty well.  

 

Moderator/Moderador: We will wrap up for the new people joining. Your name is? 

- (Participant 3): My name is (left out). 

 

Moderator/Moderador: We just asked the first question that was about which kind of 

needs you had before arriving to Catholica. So, Catholica or another institution, in this 

case it is Catholica. Participant 1 was talking about the schedule that he was surprised 

that he got the schedule some hours before the classes started and Participant 2 was talking 

about accommodation as one of your needs, right? 

- (Participant 2): Yes, it was one of my main needs and they did not cover it. 

 

Moderator/Moderador: Which kind of needs did you have before coming here? Where 

buses close to Catholica? Which courses are you going to take?  

- (Participant 3): There was no guideline through the home page. It is really 

confusing. Even the staff does not know how it works. And so for the ERASMUS 

I had to do my learning agreement and just invented some staff because... I mean 

it was not clear and it is not there if there is during the semester or not. Actually I 

have a learning agreement that does not fit to the lectures I selected or I have 

chosen sorry.  

 

Moderator/Moderador: And it is going to recognizable when you are back? 

- (Participant 4): We will see. It is the same question we already had why they are 

not able to present the semester and lecturers and courses for next semester. It is 

really important for all administration staff to know it before. 

- (Participant 2): Did you know that wasn´t updated? In June when we were 

supposed to send the learning agreement, you could search with the subjects if 

you manage to get to the ECTS were not updated and they were subjects that 

change the semester, subjects that disappear, new subjects that came up, like the 

first learning agreement two of the subjects disappeared.  

- (Participant 3): It is a big discussion because we have to do this big administration 

stuff for the program, I mean I am the person that have all the negative sides if 

there is something wrong with that, because they tell me my home university, ok 
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you were not able to do that correctly, so it is your problem but actually it is not 

mine as I was not able to do it before correctly.  

 

Moderator/Moderador: Let´s end it here and I will ask you the second question because I 

would like to hear also from some others. Which kind of needs did you have before 

coming? 

- (Participant 4): Accommodation and we had to take a course in Italian before 

arriving here. 

  

Moderator/Moderador: Did you feel that you needed to take it? 

- (Participant 4): Yes now but No at the beginning, because I am Spanish and I think 

it is similar and actually when they talk quickly I do not understand.  

- (Participant 3): Before coming here I did not know where university was. 

 

Moderator/Moderador: Something else to share before coming here? 

- (Participant 4): Before I arrive, I had a place like residence but then I know the 

residence in July I think was a meeting point or something like this to give a place 

for students so when we arrive in September there was any room available and I 

do not have the opportunity to live in the residence because this is full. This is 

maybe not a problem of this institution maybe our institution did not show us on 

time. 

 

Moderator/Moderador: So accommodation is one of the main things for most of you. 

 

Moderator/Moderador: How did you try to solve these needs? How did you try from 

abroad to solve it with the schedule? 

- (Participant 1): The frustrating part is that me as the type of person I am, I will 

ask you and ask you for this information after you give it to me. It is a reasonable 

request that I can know this information, it is not me that likes to be annoying but 

I need to know it. And honestly I forgot about that but this was the most annoying 

part. It took me six months to get classes cleared to come here. Then I came here 

and the classes I took five classes and some I was not allowed to take. If this did 

not work out, I was not refundable. They changed all the courses before coming 

here. 
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- (Participant 2): They published last year courses. 

- (Participant 1): They told me to look at that. And some of them I could not take.  

 

Moderator/Moderador: Did you get troubles to talk in your university? 

- (Participant 1): There is no one to talk to. That´s what it is so deal with it? I 

realized the culture I was getting into it. Apparently they just say everything will 

work out but some more information was needed in advance. I am really good 

friends with the international office, no one can help with information that it is not 

there. 

- (Participant 2): In some programs, you have to do it yourself without much help. 

If for instance, in my case in Spain things are much disorganized but always turn 

it well. You might go looking for help but you know it will turn out well. Like it 

does not matter if you do not meet the deadline, you will have another opportunity. 

And that´s a great relieve. I can do my LA in the limit, time limit but it does not 

matter because you can change it afterwards. If you ask for the grant to come here, 

ERASMUS grant, it is impossible to do the paper work in time because they do 

not upload things but at the end you do it. So you ended up calm, you do not get 

stress, you know that you do not know how but it will actually turn out well. For 

instance I call here thousands of times and the international office I think they just 

got fed up of me of calling in here, like every day till I got my LA. Then 

accommodation I just did it myself. I called 10 or 15 dorms in here but I found it 

by myself. 

 

Moderator/Moderador: So at the end you solved accommodation by yourself? 

- (Participant 2): Yes. 

 

Moderator/Moderador: Something else about how did you solve this issues? 

- (Participant 3): I went to the international office and they were very helpful and 

then I went for a second time and I got my stuff ordered 

- (Participant 1): I think one of the main differences it that culturally from me 

coming from New York, Philadelphia. If you miss the deadline it is over. I am not 

getting a second change. So for me there is a... European mentality that two weeks 

later it is ok. So, when I am coming here and they are like, "don´t worry and they 

are like no worry. 
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Moderator/Moderador: In this sense, any of you got intercultural competences, courses 

or something? Intercultural competences course?    

- (All): No. 

 

Moderator/Moderador: Because this is something that is also one of the things that 

sometimes we promote in universities, but of course is expensive and not many people 

do it, but this kind of things will help you when you travel to other countries. 

- (Participant 2): I have to confess that there were 2 deadlines, I got really worried 

about, I called in here, I was super stressed out and they told me, "Oh don’t worry 

it hasn’t been your fault", because Complutense never sends anything on time, so 

I called my international office, and they told me "Oh don’t worry it hasn’t been 

your fault" but I got really worried, because my culture, well I might be Spanish 

but I´m more like American or German. So for me, not being in deadlines is an 

issue, like I’m not relax, I have to be told a thousand times to calm down in other 

to calm down. 

 

Moderator/Moderador: In this example what I meant is different, everyone is different, If 

you are coming from a culture where they tell you "Oh don’t worry it hasn’t been your 

fault" even doe it was your fault, then you are going to react different as if you were in a 

culture where this is never happening you are then like "mmm" I don’t really know if it’s 

going to work.  

- (Participant 5): I needed some documents for my visa and the office here closed 

because it was like... Summer, and I couldn’t get the documents to get my visa 

because it was closed, and I kept sending mails and they didn’t answer, so I had 

to solve it through my university and home and it was crazy.  

 

Moderator/Moderador: Was visa one of your main issues before coming here? 

- (Participant 5): Yes. 

 

Moderator/Moderador: Is important to say this because as you see there are different 

backgrounds and different people are struggling with different things. And the openings, 

and that you need that result time 1 month, 3, 4, something. 
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- (Participant 2): I guess this is one of my issues before coming here, was the permit 

to stay, only because I came here a month and a half before, school started but I 

had a wedding to go to, but they didn’t tell me anything about it. I didn’t know 

that you have to get the permit to stay, with deadline of 8 days before coming to 

Italy. 

 

Moderator/Moderador: Who do you thing should have told you about the permit to stay? 

The host institution or the home institution? 

- (Participant): The host, I mean, I´m part of the program, So I’m part of ISE so 

maybe they should have informed me earlier, it’s just, it’s something that wasn’t 

told like I got the email I was already in Italy, we got the email maybe like a week 

or 2 before school had started, but I mean, I thing is just something important and 

this info should have come before. Maybe a month or two before, there are certain 

situations where people are coming earlier to spend time before school time, so I 

think it’s important. 

 

On-arrival services  

Moderator/Moderador: Now we are moving to the next section that is services on arrival. 

So when you arrive, which kind of problems do you have, once you arrive here? Did you 

have any Issue or any problems? 

- (Participant 6):  I hated the fact that we have got scheduled 2 days before classes 

started, that was the worst thing in the world, But another really horrible thing is 

that I had to change my schedule writing on a piece of paper instead of doing it in 

my computer. That is really weird, its 2015, why am I not on the computer 

changing my schedule? That was really weird. You have to wait a line of like 45 

people to change a schedule in the international office. So it’s not only crazy, it’s 

a waste of time, it’s more work for the international office, so I guess that was a 

problem when I came here, it was a nightmare. 

- (Participant 3): Pretty much the same, I had to change my learning agreement, I 

had 20 days to change it. But instead of 20 it turned out to be 40 but it wasn’t my 

fault. Some classes started 21 other 1º of October, because I take the academic 

curriculum. If international curriculum sends a message to academic curriculum, 

academic curriculum is crazy. We have to sign it for each subject then we have to 
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put in "black board" but there is not over because you still have to put it in "Plano 

di studie" (the local learning agreement, study plan) because if you don’t put the 

subjects it in Plano di studie you will not be allowed to take the exam. So if you 

miss that deadline that is a serious deadline. So you have to be sure to put 

everything in, before the deadline, but some classes haven’t started or are barely 

started and you are not sure if you want to change them or not. So in the end I 

added one more subject, they told me to add both, so I could decide at the end 

what exam I wanted to take, so for me, that was crazy. I had to do my learning 

agreement, I had two learning agreements, one for CUNEF and another one for 

Complutense, and I didn’t know if Complutense would complain I missed their 

deadline, so for me it was like " What am I going to do now?". Is this deadline a 

real one, am I going to be able to take more days because they won’t take this one 

seriously...? For me Plano di study was one of my main concerns. 

- (Participant 4)): The problem when we arrived was to find a place to live in, 

because I stayed in an apartment for one week and after that we hoped that we 

found another place but we realized that the city is a mess and there is a lot of 

problems for students and when we went to agencies they said to us that the 

contract was for 4 years, and we only wanted to spend one semester, then we came 

here. The international office showed to us different webpages and 

advertisements, this is a very positive thing. 

 

Moderator/Moderador: Maybe universities should give information about this kind of 

things before you come about the different neighborhoods. 

- (Participant 2): I was worried, because imagine that my learning is not signed yet. 

- (Participant 7): Mine was signed last Friday. Don’t worry. 

- (Participant 3): Last Friday my coordinator was not at work and today is holiday, 

so today was the last day for me to do the Plani di studi. So today I made my plane 

di study, I had to tell him about another problem that we had. The number of 

credits in this institutions is not the same that at my institution. And my 

coordinator at home didn’t say anything, so when we arrived we had to change 

everything. 

 

Moderator/Moderador: Do you know which support services does Universidad Catholica 

have? 
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- (Participant 7): International office. 

- (Participant 6): I think International office is the most useful support service, all 

the staff is super helpful, there are always very kind, always willing to give you a 

hand. 

 

Moderator/Moderador: All these things that you were mentioning before, are they tasked? 

- (Participant 7): No, that’s the point, accommodation is not the task. 

 

Moderator/Moderador: That’s important for me because I’m not working here, for me it’s 

a different reality. In my university is the one that deals with these things. So they are not 

the ones helping you with the schedule? 

- (All): No, they are. 

- (Participant 7): No, they help you, but it’s not their task, at least for academic 

curriculum. 

- (Participant 2): I also think that... I mean... 

- (Participant 1): It should be noted that we are not on academic curriculum. 

- (All): Yes. 

- (Participant 5): Also I thing that the schedule is out of their control, I my home 

university I have it 3 months before class. That is because I do it on the internet. 

So, I am sure that they now that is out of control and that they want to fix that, I 

mean, I’m sure, I told them " what is going on here, this is not okay, and I’m sure 

I am not the first person to say that" But when it comes to anything I need, they 

help me. I´m in there every day. 

- (Participant 2): International office will help you out even if it’s not their task, but 

for instance they cannot do anything about the general organization and academic 

curriculum depends from that so they can help you out as much as they can but it 

is out of their control. And accommodation is out of their control. Our main 2 

problems are the ones that not depend from them. So support institution, 

international office is great. 

 

Moderator/Moderador: So services that the Catholica has, as you can identify them, 

- (Participant 2): IESN Office, the Student organization, International Office, The 

library. 
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Moderator/Moderador: In my university some students complain because they get late 

access to the library and they can’t take the books. 

- (All): We get access the first day. 

- (Participant 1): So, for me there was a problem, I don’t find helpful the 

information about the library. I wished there was someone there to teach me how 

does the library work. 

- (Participant 2): Ask the student association (ESN), they will help you in anything 

you need. 

 

Moderator/Moderador: So, we see that there is a person recommending to use a 

collaborative service, in the sense that is no something internal, because ESN is not 

internal, they are volunteers. So it’s funny to see that you identify a student organization 

as a university service.  

- (Participant 2): The point is that of course you can ask the international office, and 

they will explain everything to you, but when you are going to ask for something 

specific, something students can help you more than teachers. As students, they 

are the ones that tip you off in a way teachers can’t. 

 

Moderator/Moderador: Do you have tutor hours? 

- (All): Only for academic curriculum. 

- (Participant 1): I can ask questions to my professors and they are very helpful and 

very friendly. So I ask them how it works with the exams, and they told me 

everything. 

 

Moderator/Moderador: Coming back to this thing, some of the people think that’s is also 

really interesting that local students that already went through your subjects were assigned 

as your peers (tutors) and you don’t need to ask your teachers, you could ask your peers. 

- (Participant 6): My uni has it. 

- (Participant):  I would really like to get a sense of what is ok, what is not ok for 

the lecturers. For example I am really surprised that here the lecturers are really 

punctual here because in Germany we are not really punctual (the lecturers). And 

that is very funny. 
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- (Participant 7): In México if you arrive 5 minutes past the time, they won’t let you 

in, and here, there are classes that start half an hour later, and sometimes earlier, 

it’s crazy. 

- (Participant 2): That is Italian tradition, in Bologna there was 2 faculties and it 

took 15 minutes to go from one faculty to another, so all the Italian universities 

followed that tradition of letting 15 minutes between lectures. So they start 15 

minutes late and they finish 15 minutes before. That’s tradition. 

- (Participant 1): All my courses are unpunctual. 

- (Participant 5): I´m a communications major and one thing that was really difficult 

when I was making my schedule is that, all the communications classes are at the 

same time. So I´m a communications major and there´s you know, I had to choose 

between different communication classes because they were at the same time and, 

what’s the point? Indeed to take those classes so schedule was kind of weird.  

 

Moderator/Moderador: And did you get any... I don’t know if you see this as a service or 

not, but, any welcome week? 

- (Participant 1): We did but I think the differences here for me I got here we sat 

and they didn’t gave a tour of the school, I don’t know the buildings, I don’t know 

anything. All I was told was like, you are here, this is a really old cool school that 

you are like blessed to come to, and you should join then ESN to go out. So I 

joined the ESN to go out and then I made friends, and then I come here and I guess 

this is my school. I don’t know how library works, I don’t know if this place 

closes. Internet is awful, how do I fix this internet? There is not people who fix 

that here, in my home university there is an entire floor dedicated to just Wi-Fi 

problems. I can go there and they connect my laptop to my personal server if I 

need it. 

 

Moderator/Moderador: So this is one of the needs, like you really feel like you need it 

when you are here.  

- (Participant 1): I gave up on the internet, you come to America and you use my 

internet... You are not using internet here, I don’t know what you are using here 

but it’s not internet. At least for me, so coming here, is 3 little bars of Wi-Fi on 

my phone, and that’s it. Coming back on services, if I want to go out and meet 

friends, I know a lot of people and that’s great, joining ESN go out one time, get 
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a couple drinks, then go to the international office and they will fix you anything, 

they bought me movie tickets, because I don’t know how to do it. So it is really 

between those two otherwise there could be other services but I don’t use them 

because if you are talking about the formalities of me being introduced to the 

school I don’t know anything about the school. I don’t know what the academic 

curriculum, I think they were more worried about us making friends, and going 

out, which I totally understand and I appreciate. 

 

Moderator/Moderador: The welcome week was organized by the institution, it was not 

that it was ESN there. I mean, maybe it was but not only them, so it was the institution 

the one who told you to join them (ESN). 

- (Participant 2): So the welcome day was organized by Catholica, but the hanging 

out thing was also organized by ESN, they didn’t explain anything to us the first 

days because they were more worried about us integrating, but if you then go to 

ESN they explain everything, like, sometimes I go to international office if it’s 

something more serious, but if you just need to ask a non-important thing, I go to 

ESN, they explain everything. 

 

Moderator/Moderador: So for example who is there promoting the integration activities 

here? 

- (Participant 7): The school promoted this thing for the first day, we separated 

ourselves in different groups, and we ended playing a treasure hunt across the 

city.  

- (Participant 1): I think the school, again for international students, just wanted us 

to know each other, they wanted us to know the city, but I really didn’t get to 

know the school, which is okay, because honestly I spend like 3 hours a week 

here, and then I leave, so, it’s okay but I just like, during midterms I wanted to 

find a place to study, or I wanted to go to the library. 

 

Moderator/Moderador: Now that you have been for 2 months here, is still the international 

office doing activities to promote this integration.  

- (All): No, ESN does. 

 

Moderator/Moderador: Do you think these activities are important? 
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- (All): Yes, is very important. 

- (Participant 5): The only friends that I really have, are the people who are in my 

program, and that is kind of weird for me. There should be more activities like, 

integrating people, at home, there is a lot of activities on the main floor where 

most of the kids hang out, most of the kids at school are American so like, you 

know, it would be cool to have little activities here throughout the they to gather 

students, if you can go come and hang out. So that’s kind of weird.  

 

Moderator/Moderador: Yes, I don’t know how it works in US but I´m quite familiar 

sometimes with some of the things and you are much advanced in these kind of activities, 

from a Spanish pint of view, you go to university, you go to your lessons and the you go 

home. If you join the football club, or whatever maybe you stay longer then and if not 

you really go home. After 4 years there may be parts of you university that you didn’t 

know, because it’s a different interest, and I thing is very important that students enjoy 

the time at university. I really like some other models, but in Europe is still a different 

perspective, that’s why maybe you don’t get this info. Because maybe they think “it’s not 

important for them" 

 

Moderator/Moderador: Now that you have been for 2 months here, is still the international 

office doing activities to promote this integration.  

- (All): No, ESN does. 

 

Moderator/Moderador: Do you think these activities are important? 

- (All): Yes, is very important. 

- (Participant 5): The only friends that I really have, are the people who are in my 

program, and that is kind of weird for me. There should be more activities like, 

integrating people, at home, there is a lot of activities on the main floor where 

most of the kids hang out, most of the kids at school are American so like, you 

know, it would be cool to have little activities here throughout the they to gather 

students, if you can go come and hang out. So that’s kind of weird.  

 

Moderator/Moderador: Yes, I don’t know how it works in US but I´m quite 

familiar  sometimes with some of the things and you are much advanced in this kind of 

activities, from a Spanish pint of view, you go to university, you go to your lessons and 
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the you go home. If you join the football club, or whatever maybe you stay longer then 

and if not you really go home. After 4 years there may be parts of you university that you 

didn’t know, because it’s a different interest, and I thing is very important that students 

enjoy the time at university. I really like some other models, but in Europe is still a 

different perspective, that’s why maybe you don’t get this info. Because maybe they think 

“it’s not important for them". 

- (Participant 1): When I got here and I joined the ESN I did the first 3 events, so, 

I´m really cool with all the people I came with but I’ve made a ton of friends when 

I walk around the school I know people I can get lunch with anyone If I’m with 

kids I came with sometimes with other kids which I met here. So I think is about 

like, when you come here, it’s just like a do it yourself school, It’s kind of a do it 

yourself social world, if you want to go out and meet people, you have to go out 

and meet people.  

- (Participant 2): The point is that, people who are not on academic curriculum are 

with other international students, so they are in the same situation and almost the 

same level. But if you are in an academic curriculum you will find that Italian 

people are very close to each other and already in close group of friends. If you 

are in first year courses, it’s okay, because everybody its new, but if I take second 

year or third year courses, it’s a nightmare because, they are just like, in closed 

groups, and they are not integrating you at all. So, for the ones in academic 

curriculum, would truly appreciate some kind of Italian, international event.  

 

Moderator/Moderador: That’s important, and brings us to the next question. Do you have 

a lot of international students? 

- (Participant 5): Mostly Americans. 

 

Moderator/Moderador: No Italians there? 

- (Participant 5): No. 

- (Participant 2): No, accepting one lesson, that we are like 5 ERASMUS and that 

is super weird, I the others I´m the only ERASMUS. 

- (Participant 6): When I first came to Italy, I was expecting to meet some Italian 

people, and to have something to do with Italians. 
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Moderator/Moderador: And also, it can be created what we call the international bubble, 

that is nice, but you don’t get to know the local bubble, if we can call it like that. And 

what about the Italian people you share class with? They don’t interact with you? 

- (Participant 3): Maybe some time, but they still have their own groups. 

- (Participant 1): I think this can happen anywhere. I had international students in 

my classes, and I´ll sit next to this really nice Korean girl but, she is just as 

intimidated by me as I am intimidated by her. So if I talk to you... Like when I 

come here and, I ask people questions in Italian, and they ask where I am from, 

and I say New York, they either 1, are like "oh that is so cool, I watched a movie 

about that" or the look at me like I have 2 heads and they just want to interact to 

me as quick as possible so they can just stop talking to me because I´m like this 

weirdo from America which, both are fine, because I’m not the type of person that 

be like angry. So I think it really matters where you come from, if you are not 

from America, it’s completely different, but when you come from America, there 

is like this stigma about them thinking I am a person that I am really not. Like 

they think I´m rude, crazy or crazy... And I´m just asking them where the 

bathroom is. They are just intimidated, but if I say I am Canadian, which I lied 

and said before, it’s totally different, super chill. 

- (Participant 2): Really? Why? 

- (Participant 5): Yes, of course people of America there is a total stigma, I don’t 

know, maybe they just think we are rude, just like he said. I’m not rude at all, It 

is not really true, I don’t know, at least for me it’s not true. 

- (Participant 1): I think it can be really hard to break, when you are talking about 

the bubble, is when you are introducing yourself, it goes one way or another, like 

"Where are you from?", -"America" they can be like "wow I have a million 

questions" or they can be just standing there not knowing what to interact with 

this American person. 

 

Moderator/Moderador: From the Spanish point of view, some people are afraid of 

interacting with the English speakers, because they are just thinking that their English 

knowledge is not good at all. 

- (Participant 1): I totally get that and I understand it, but I speak Italian to Italian 

people whenever I can, so my think is "just try", I´m going to get as much as you 

can give. 
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Moderator/Moderador:  What about the Korea girl at your home school, with the Korean 

girl that intimidated you? Would you change that? 

- (Participant 1): Yes, I would talk to her anyway, but now I would go out of my 

way to talk to her, because I know she is sitting there alone, we were talking about 

microeconomics and she was taking notes in Korean, she can’t ask a question. I 

come like "Are you good?" and she was totally overwhelmed, because she doesn’t 

know what’s is going on.  

- (Participant 2): But when we had ERASMUS in class, like there was a guy that 

hanged out with us, we integrated them, it’s true that he spoke Spanish, like he 

was Spanish speaker, but we don’t discriminate ERASMUS, or international 

students. I don’t get when you say that Americans are stigmatized, because, I 

never did that to Americans. 

- (Participant 1) and (Participant 5): Maybe not you, but there is definitely a stigma 

about that. 

 

Moderator/Moderador: So we are talking about different perspectives, they feel they are 

stigmatized in this context. 

- (Participant 1): I´m glad Spain is like that, that is awesome. Like you are more 

open to international people, you are super open minded, that is what I like.  

 

Moderator/Moderador: To finalize the second part. If you could put any additional 

support service, to what you already have, which kind of service would you provide for 

international students? 

- (Participant 5): Web advisor for the schedules. 

- (Participant 1): A cultural guide that explains me about all this things we have 

been talking about (for example...Things are slower). Just a two week class, were 

they teach you, where you should/shouldn’t go, good/bad areas, what your 

expectations should be in different situations... I think it can help. 

- (Particpant 2): Yes and they could tip you off with the non-important things that 

no one teaches you. No one teaches you for example the Italian expressions, I 

speak Italian fluently, but there are some cultural things I have no idea of. 

- (Participant 5): To take into account that, most people come just one semester, 

because, activities of the students last for one year, I am used to get into activities 
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outside of class, like cultural activities, sport activities or whatever. So I can’t get 

into any activity because I have to be for a year.  

- (Participant 3): I would improve the communication and coordination between 

my home institution and this institution. 

 

During stay services  

Moderator/Moderador: Okay, so we move now to the last part that is about the overall 

satisfaction. I would like all of you to identify 3 services that are the most important for 

you. It would be the best if you could identify them by: "Pre-arrival", "Arrival" and "along 

the course" and which kind of need do I have during the course.  This is like a reflex ion 

about everything that we said, so now that we have a better view about the overall needs, 

we would like, each of you to identify the most important services for you. 

- (Participant 5):  

o Pre arrival: Permit to stay, I need more clear information. 

o Arrival: Schedule, I need better help with that, just everything about it. 

o Along the course: The international office has been very important for me. 

The health services are also great, that is amazing. I had an allergic 

reaction and I was able to go there, and the doctor helped me very good. 

- (Participant 1).  

o Pre arrival: Schedule, I wanted to have it in June, I had to plan many things 

before coming here, I needed to know what my life was going to be here, 

and I didn’t know until I got here.   

o Arrival: I would have needed some cultural classes that helped, e to 

understand the culture a little better and Milanese people. 

o Along the course: I think it’s fine. 

 

Moderator/Moderador: In some cases people would identify, it might not be the case, 

friends, but maybe this is something you did not mention because you already have them.  

- (Participant 1): I think is just because I´m here now, and if I really want to hang 

out with someone that bad, I can find someone, I now enough people, I can find 

something to do. The type of person I am, if any of you have seen me around 

school, I’ll go out to dinner with you, I’ll go food shopping with you... If you want 

to do anything, I´m there, that´s just the type of person I am, that is how I make 

friends. I also arrived with 9 kids, so I live with 3 other guys, I was not intending 
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on being friends with those people because I don’t know how these people are 

like.  

 

Moderator/Moderador: Okay guys, let’s continue and focus on the main question. Soo, 

Participant 7, you want to add something? 

- (Participant 7):   

o Along the course: They told us, before coming here, that if we ate here, 

we got a discount, and I still don’t know how to get it, because I have to 

go somewhere and I don’t know how to get there. And every time I ask 

they tell me a different place.  

o Pre- Arrival: Accommodation. 

o Arrival: Everything is good. 

 

Moderator/Moderador: So none of you see Friends as an arrival issue. 

- (Participant 2): We already have them, that thing was covered by ESN the first 

day. But I have to say, and that is true, that, I would have liked to meet more 

Italian people, not like in a do it yourself but like, being introduced to friendly 

Italians, because, for instance, the first day there were Italian volunteers but they 

were not really willing to make friends, it looked as if they were being payed or 

something.  

o The point is that before arrival I would have wanted a service that could 

have actually helped us with accommodation and curriculum when the 

official service has failed. So just someone to be there, international office 

is there but they cannot do much that is the point, they try but they have 

limits, limits that do not depend from them.  

o Arrival: ESN covered almost everything, I would have liked ESN to do 

something, like cultural integration or something, but I´m quite happy. 

o During de course: I would like someone who leads me the whole way, 

introducing me to new people, because the people you meet the first days 

are the people you hang out with most, but I would like to meet new 

people. You meet ESN Italians, but that doesn’t open any link to the rest 

of Italians. The other thing is the food, I hate how the food thing is 

organized, and I would like to be told where to eat cheap but good food. 

The school organization of food is not working properly. 
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Moderator/Moderador: All right, something else to add to the arrival? 

- (Particpant 4):  I would put more days for the arrival, maybe two weeks. 

o Pre- arrival: I need a cultural course. 

o Arrival: Accommodation needs to be improved. 

o During the stay: I would have liked meeting more people from Italy. 

 

Moderator/Moderador: Did they provide you with any mentor? Or a student? 

- (All): No. 

 

Moderator/Moderador: How would you rate in global terms, the support services you got 

here? 

- (Participant 5): 100% 

- (All): The international office was awesome, 100%, the best, we love it. 

 

Moderator/Moderador: Lucia, do you want to say something about this question? 

- (Participant 6): During the course: For me it’s difficult to understand the teacher, 

he speaks very fast, I am the only one of my class that is from China, and the rest 

of the people are from Italy. Also people from my class are shocked because I am 

the only one from China and they don’t talk to me.   

 

Moderator/Moderador: It is not about the nationality, it’s because people is afraid of not 

connecting with the language. Soo, you would like to do more activities to know more 

people and integrate? 

- (Participant 6): Also most of our teachers tell us to buy books written by them. 

- (Participant 1): That is illegal in America, in New Jersey they cannot make money 

with the book they tell me to buy.  

 

Moderator/Moderador: So Lucia, before coming here you´ve got any problems with Visa 

or accommodation or something like that? 

- (Participant 6): No, everything was good. 

 

Moderator/Moderador: So, how would you rate the integration of this university? Do you 

feel integrated? 
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- (Participant 2):  It could be better, if you like to talk to people in Italian you might 

not have any problem, but, if you don’t speak Italian, and you are not a very 

extrovert person, you won’t get to know Italians. 

- (Participant 4): Not at all, we spend a lot of time on learning and doing homework, 

and when we arrived the course was beginning. 

- (Participant 5): Medium, that is how I rate it. 

- (Participant 1): I feel pretty integrated, I know my professors, my professors know 

me, I know majority of all the students, and I could meet more Italians, overall 

culturally. 

- (Participant 2):  You reminded me of something, there was some professors who 

actually hated ERASMUS, like, the very moment I told them that I was an 

ERASMUS, his face changed, as if he hated me. For the simple reason of me 

being an ERASMUS he actually hates me. And it was one of the most important 

subjects I had. And I knew he was going to screw me up, because he hates 

ERASMUS. I think this kind of things should be fixed in some way because, you 

are making an effort of studying a subject, and he made a hell out of my time. 

- (Participant 4): You should have changed the teacher, one of the best things of 

this institution is that, if you don’t like a subject, you have the opportunity to 

change, and this is one of the reasons of me changing class. 

- (Participant 2): Maybe on your course because I had to do that subject for sure. 

The other option was in the same timetable as another subject that I also had to 

do. So I had no more options. But this was not the only professor who hated 

ERASMUS. There was another one who said he didn’t think we were capable of 

passing his subject. Another teacher, she looked at me like "oh, ERASMUS, cool", 

and she ignored me. There was just one teacher who tried to integrate me to the 

course. Only one teacher out of five. That is not Okay. 

- (Participant 3): In our case is completely different, in our case, the teachers even 

gave us the opportunity to speak a little in Spanish if we didn’t know how to say 

something in Italian, it depends on the person who teaches.  

 

Moderator/Moderador: The last question, which organization helped you the most, during 

the whole period. 

- (All): International Office. 
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Moderator/Moderador: And to integrate yourselves? 

- (All): ESN. 

 

Moderator/Moderador: Okay, thank you very much! 
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Annex 8. Transcription Focus Group nr.6: International students - UAM 

 

Date: March 2015 

Place: Universidad Autónoma de Madrid 

Participants: 10 international students 

 

 

Pre- arrival services 

Moderator/Moderador: ¿Qué necesidades tenías antes de llegar a la Universidad 

Autónoma de Madrid? 

- (Participante 4): Alojamiento. 

- ((Participante 2)): Elegir asignaturas. 

- (Participante 1): Aprender idioma. 

- (Participante 3): Información básica sobre el campus (donde está, como se ha 

organizado..). 

- (Participante 8): Obtener la visa española. 

 

Moderator/Moderador: Por ejemplo, todas estas necesidades ¿Cómo las 

resolvisteis? O sea, el caso del alojamiento, ¿a través de la universidad? 

- (Participante 4): No internet, antes de llegar a la universidad busque en 

sitios por internet, y me puse a buscarlo, claro que conocía empresa que 

creo que es la residencia de aquí pero a mí.. no me.. ahh prefería otra. 

- (Participante 3): En la página de la ORI había un listado de páginas webs 

donde se podía consultar y yo partí desde ahí y yo encontré un piso vía de 

una esas páginas webs que estaban aconsejadas. 

- (Participante 8): Yo respecto a esto de la vivienda también este… pues la 

universidad de acá te ofrece como dicen varios como links pero yo la 

verdad pienso que es muy caro lo que te ofrecen en la universidad... 

entonces de mi parte y yo creo de la mayoría de los amigos que conozco 

es como por su cuenta, llegamos aquí y empezamos a buscar para encontrar 

un precio más asequible. 
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Moderator/Moderador: ¿Lo resolviste antes de llegar? 

- (Participante 8): No. 

 

Moderator/Moderador: En tu caso fue al llegar, es lo importante. 

- (Participante 9): El alojamiento también, he buscado en internet en 

Facebook y he encontrado... página web que oferta alojamiento y he 

buscado en página web de ORI pero es demasiado caro y demasiado lejos 

del centro y no hay posibilidad de ir del campus al centro después de las 

11. 

- (Participante 10): De primera instancia, más bien conocer el entorno yo 

me hospedo en la residencia y que prácticamente vine solo... conocer 

personas. 

- (Participante 6): El alojamiento y conocer gente también es importante. 

 

Moderator/Moderador: ¿Consideráis que estas necesidades la resolviste bien? 

- (Todos): Sí. 

 

Moderator/Mode ador: ¿Cómo fue? 

- (Participante 3): En mi caso vine con dos otros estudiantes de mi misma 

universidad y encontramos un piso… de manera bastante fácil… y 

también conocer persona al comienzo no fue difícil porque ya conocía 

estos chicos que estaban en el mismo piso y después hemos conocido a 

otra gente bastante fácilmente con las actividades de ESN y esto... 

 

Moderator/Moderador: El resto, ¿cómo las resolviste? 

- (Participante 2): Comunicándole, por ejemplo enviando mails al principio 

del año y también igualmente en Facebook por ejemplo al grupo ESN y 

contestaban. 

 

Moderator/Moderador: Y, ¿contestaba ESN? 

- (Participante 2): Sí. 

- (Participante 8): Yo hablando de las necesidades de las materias…  creo que 
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si tuve problemas... al final yo me vine creyendo que iba a meter entre 4 y 5 

materias porque es lo que estoy pagando en México, y sin embargo nada más 

pude meter 3 materias entonces estoy pagando... de más porque aquí no se 

podría abrir porque eran de primer grado.. entonces no… 

 

Moderator/Moderador: Y entonces para una universidad sea importante para ti, en 

el caso que estamos hablando para ti... es saber que asignaturas te van a 

convalidar? 

- (Participante 8): Sí, entonces yo me voy a hacer un semestre más allá 

porque me estoy atrasando y pues ya nunca pude cancelar nada porque ya 

había pagado el intercambio y todo... pues eso sí fue un problema. 

- (Participante 2): También existe el problema comparado con Francia 

porque yo estoy en Francia estoy en master y aquí es un grado... eso es un 

poco distinto. 

 

Moderator/Moderador: ¿Tuviste problema eligiendo las asignaturas antes de llegar 

en ese sentido? 

- (Participante 2): Un poco... Además eligiendo entre los grados es un poco 

complicado porque aquí existen varios grados mientras que en mi escuela 

se elige por asignatura así que sí encontrar un balance es complicado pero 

supongo que existe en otros países también, es lo interesante de venir. 

- (Participante 1): También tuve problema porque tenemos 3 años más 2 y 

yo estoy en el último año de los 2, que es una especialización, aquí es 

diferente no están muchas asignaturas y tengo solo dos asignaturas por este 

semestre. 

 

Moderator/Moderador: Which kind of needs did you have before coming here? 

You were worried about making friends, you were worried about accommodation.. 

- (Participante 5): I was a bit worried about this learning agreement, because 

it didn’t really work, I sent it to ERASMUS and they told me it was wrong 

and I had to sent it again, also I had some problems searching for an 

apartment. Because I searched in Germany and they always told me you 

have to pay before you are coming and I said no I won’t pay I won´t pay 

anything to somebody I don´t know. But in end it wasn´t really a problem 
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because I just came here and searched for a flat and it was really easy I just 

searched for the weekend. 

 

Moderator/Moderador: Sobre los idiomas, ¿era un 

obstáculo? 

- (Participante 7): No hay problema, pero por ejemplo hay algunos términos 

que aquí se utilizan aquí y allí no pero es súper difícil a veces entendernos. 

 

Moderator/Moderador: Pero, ¿no era una dificultad 

primera? 

- (Participante 7): No. 

- (Participante 3): Para mí, yo tengo a mi madre es española, no soy bilingüe, 

pero tenía ya el odio entrenado y por eso después de 3 - 4 semanas de llegar 

había desarrollado más la lengua, si los primeros días entendía todo pero no 

sabía hablar eso era un problema bastante grande pero después... 

- (Participante 1): Lo mismo a mí porque no hablaba el español, pero en un 

mes... ahora estoy en un curso en español en el centro de idiomas... que es 

bueno. 

 

Moderator/Moderador: ¿Hacéis el curso de español? 

- (Participante 9): Sí. 

- (Participante 3): Sí, el primer semestre. 

 

Moderator/Moderador: ¿Esa necesidad se puede cubrir con ese curso? 

- (Participante 9): Sí, es una ayuda. 

 

Moderator/Moderador: Para acabar la primera parte sobre servicios, volvemos a 

incidir un poco más sobre qué expectativas tenías antes de llegar aquí... antes de 

realizar la estancia… ¿Creías que ibas a tener problemas administrativos? 

- (Participante 2): El lado administrativo nunca es agradable pero cuando 

te vas fuera de un país pues piensas en lo positivo supongo... en Madrid 

hay muchas cosas positivas. 

- (Participante 9): Es problema administrativo son más fácil… no fácil... en 

Francia tenemos que hacer y ahí es más simple. 
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Moderator/Moderador: Aquí es más simple... tenemos menos burocracia. 

- (Participante 6): En Austria es más papeles. 

- (Participante 1): Aquí es más clara... en mi facultad más organizada. 

- (Participante 10): En mi caso los horarios de las asignaturas universidad se me 

hizo más difícil porque allá mi universidad lo pone un poco más organizado y 

aquí un poco diferente. 

- (Participante 1): Aquí en los horarios del curso están desde el verano pasado 

y en mi facultad no. 

- (Participante 10): También allá los trámites para matricularse de una 

asignatura es a través de internet, no tienes que rellenar papeles ni nada... tú 

tienes un password accedes y ya… 

 

Moderator/Moderador: habrá un grupo por asignatura. 

 

On-arrival services  

Moderator/Moderador: pasamos a una segunda parte, asociaciones, servicios e 

integración… entonces hemos hablamos que problemas teníais antes de llegar, 

una vez que estamos aquí en la Autónoma que problemas tenías porque a lo mejor 

ya habíamos resuelto el alojamiento... pero a lo mejor me encontrado con algo 

más… una vez que estoy aquí en la Autónoma… ¿Qué problemas teníais y cómo 

los solucionasteis? 

- (Participante 8): Yo creo que lo del transporte es eso... aunque más que un 

problema... la verdad yo lo veo mejor porque en México eso del transporte 

público si es que existe está muy mal... entonces aquí es muy fácil y por 

otra parte, conocer gente porque siento que no son tan abiertos como 

solemos ser... o sea, si en México vemos una persona extranjera es... que 

padre vente con nosotros y aquí todo lo contrario, aquí es todo lo contrario, 

ya están en sus grupos y mis amigos de acá son todos extranjeros solo una 

amiga española. 

- (Participante 3): Yo estoy de acuerdo falta un puente entre los estudiantes 

españoles y los extranjeros y mejorar este puente es bueno para los 

españoles también porque permite confrontarse otras maneras de ver las 

cosas y de estudiar también... depende de grupos y grupos... como en 

segundo de doble grado que están dispuestos, hemos trabajado bien... y en 
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grupo que estoy ahora son más cerrados... y no sé… si piensan que somos 

un poco tontos, y que no hablamos bien español. 

- (Participante 2): Yo creo que esto es un problema porque las personas que 

no hablan español antes de venir pues en las clases no se comunican en 

inglés en absoluto y eso es un problema. 

- (Participante 6): Tampoco en la oficina de ERASMUS no hablan inglés.. es 

muy difícil. 

- (Participante 10): Yo los voy a defender... hay personal bilingüe como 

Carmen y Marta... puede pasar. 

- (Todos): Pero no se refiere no a la de ERASMUS sino a los de ORI. 

- (Participante 1): ESN si hablan inglés. 

- (Participante 10): Ahh. 

 

Moderator/Moderador: ¿Hay estudiantes internacionales en vuestra clase? 

- (Todos): Hmm depende. 

 

Moderator/Moderador: Depende de la asignatura. Y pensáis a raíz de esto... 

Pensáis que es bueno que hayan más estudiantes internacionales o pensáis que es 

mejor que haya una integración con los estudiantes o con los locales... hay 

muchos estudiantes internacionales en vuestras clases? 

- (Participante 4): Lo que pasa no creo que va a ser muy útil si tu pones 

estudiantes españoles con una persona que es de fuera sino hay integración 

y también no vale adelantarse y poner muchos estudiantes internacionales 

sino se integran de alguna forma... además de todo es necesario integrarse 

independientemente si son españoles o si son de otro país… además yo 

creo que es una dificultad que yo he encontrado en el aula... pero creo que 

es algo de los dos partes... tanto de los ERASMUS como de los españoles... 

bueno si tu llegarás a mi casa y tú eres de otro país yo como sudamericano- 

brasileño yo tendría placer de recibirte en mi casa ..bueno quédate aquí.. 

hay té, hay cosas que se puede tomar y todo .. bueno creo que es algo de 

las dos partes... 

- (Participante 10): En caso yo tomo psicología comunitaria y somos 

muchos extranjeros y muchos españoles, como un buen balance... y como 
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es una clase bien crítica me favorece y nos favorece a todos porque el 

compañero brasileño da su punto de vista desde Brasil, el de Estados 

Unidos desde Estados Unidos y así sucesivamente... y si es favorable… y 

se respeta hay personas que no dominan mucho el idioma y le profesor 

respeta y les da su tiempo que hable... este... Pausadamente o como los 

desean…y lo encuentro favorable. 

 

Moderator/Moderador: Y los profesores cuando hacen los grupos, hacen hincapié 

en que me da igual si los estudiantes internacionales estén allí o intentan que los 

internacionales estén rodeados. 

- (Participante 2): Eso era de lo que iba a hablar, creo que los profesores… 

bueno a la vez es interesante porque cuando te tratan como los demás pues 

aprendes mucho claro, pero creo que los profesores tendrían que tener en 

cuenta que tienen ERASMUS en sus clases y que no es tan fácil como si 

fuéramos españoles, o sea integrarnos en grupos es que cuando llegas solos 

a una clase y todos se conocen pues por ejemplo integrar un grupo no es 

tan fácil y en esto podría ayudarnos un poco más. 

- (Participante 1): Pues mi profesora ha hecho grupos de clase con 3 

españoles y un ERASMUS, es obligatorio con todos los grupos. 

- (Participante 4): Hay profesoras y profesores que no tienen en cuenta que 

en una clase puede haber muchos extranjeros, simplemente entran en sus 

clases empiezan a escribir y hablar, pero no tienen en cuenta que muchas 

veces no comprendemos algunos términos; no quieren saber si hay algún 

extranjero, ¿quieren que hable un poco más despacio?... hay algunos así… 

- (Participante 9): Al principio era un poco difícil, verdad… pero al final es 

mejor porque podemos mejorar el español. En todos mis asignaturas tengo 

grupos con españoles y extranjeros y es bueno para mezcla. 

 

Moderator/Moderador: Entonces sobre los servicios. ¿Conocéis los servicios que 

ofrece la Autónoma?. O sea cuando llegasteis aquí que tipos de servicios 

conocías? que ofrecían: pues alojamiento, pues igual si lo habéis buscado ya 

sabias que era así o no... que otro tipo… 

- (Participante 4): Una cosa buena que es importante decir, antes de venir yo 

accedí a YouTube y puse ERASMUS o algo así y hay un video, muy 
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bueno, (en derecho) y que nos decía que nos decía algunas cosas 

importantes al llegar a la universidad y creo que es un puente para que 

nosotros supiéramos donde se queda informaciones... Donde está la 

oficina y tal, que tienes hacer hay que coger un sobre y tal…rellenarlo y 

eso… hay algunas opiniones de algunos de los ERASMUS hablando de 

un poco de la universidad de la integración y algunas son muy parecidas a 

las nuestras. 

 

Moderator/Moderador: ¿Quién ha realizado ese video? ¿La universidad? 

- (Participante 4): Yo creo que ERASMUS ESN... es un video muy bueno. 

- (Participante 8): Otra cosa que te ponen es como una persona como un mentor 

a cada ERASMUS extranjero, para que te puedan enseñar la universidad…. 

Solo que por ejemplo en mi caso a mi mando un correo esta chava que me 

habían puesto, me dijo yo ya no voy a poder ser tu mentora comunícate con 

ellos para que te pongan otro, me comunique y nunca me pusieron a nadie… 

todas mis dudas eran pues de que yo tenía que ir a las oficinas…y responder. 

- (Participante 10): En mi caso fue igual... los de la facultad me dijeron quien 

eran mi mentor pero nunca ha habido una relación ni una comunicación… 

nunca. 

 

Moderator/Moderador: ¿Ha fallado por ambos lados o el sistema no está bien 

organizado? Porque la idea es buena. 

- (Participante 8): Sí, la idea es buena. 

- (Participante 10): Sí, la idea es muy buena... no hay como.. no sé.. como esa 

relación.. como que hola, mi nombre es fulano.. estoy dispuesto a ayudarte, si 

tienes alguna duda... Sino más bien es un trámite de la facultad que te dice, tal 

persona es tu mentor.. pero es un desconocido pero uno no tiene esa confianza 

de expresarle todas las dudas,. Si de primera instancia él no se presenta. 

- (Participante 2): Es cuestión de suerte, bueno la mía fue bastante simple y me 

ayudo. 

- (Participante 7): La mía fue peor, una vez yo llegué aquí que se lo comuniqué 

porque ya se lo había hablado con él antes y nunca se volvió a comunicar... le 

dije mira que llegue a Madrid y estoy aquí… y nunca me contestó el correo. 
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Moderator/Moderador: ¿Recomendarías que este sistema funcionase? ¿es útil o 

de gran de utilidad o de poca utilidad... el mentor? 

- (Participante 10): Es útil pero se deberían de evaluar ciertas áreas para que 

sea mejor, en el caso de nosotros tres… ella (Participante 2) tuvo suerte 

pero bueno… 

 

Moderator/Moderador: Bueno... una vez que llegaste a la Autónoma, ¿que 

servicios te facilitaron la llegada? ¿Fueron las instituciones, fue la oficina de 

relaciones internacionales, fue una asociación de estudiantes? ¿Cómo fue 

aquello? ¿Quién te recibió cuando llegaste a la Autónoma? 

- Varios (Participante 8), (Participante 10), (Participante 7), (Participante 2): 

ORI 

- (Participante 2): Desde el principio del año. 

 

Moderator/Moderador: ¿Quién proporciona los servicios que te ayudan en tu proceso 

de integración? 

- (Participante 8): La universidad. 

- (Participante 10): ESN nos ayudan a conocer muchas personas. 

 

Moderator/Moderador: ¿Cómo te ayudaron? 

- (Participante 10): No conocía a nadie y ahora no puedo contar porque no 

sé cuántas personas conozco porque conozco. 

- (Participante 2): La ORI también ... con la visita al prado. 

- (Participante 10): La residencia particular también me ayudo, porque 

somos un grupo de universitarios, entonces también hay de diversas 

culturas... y uno ve un mejicano y casi puerto riqueño y dices ahh eres de 

Méjico yo soy de Puerto Rico y empezamos a hablar. 

- (Participante 9): ORI. 

- (Participante 4): ORI. 

 

Moderator/Moderador: Y, ¿qué actividades organizaron? 

- (Participante 4): De acogida, nos llevan al museo del prado como dice 

Participante 1.  
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Moderator/Moderador: imagino depende de facultades, hay 8 ORIS. 

- (Participante 8): Sí. 

- (Participante 5): ORI. 

- (Participante 6): ORI. 

 

Moderator/Moderador: A lo largo de la estancia, ¿quiénes han promovido más la 

integración, o actividades culturales y para que se produzca y se siga manteniendo 

la integración durante el curso? 

- (Todos): ESN. 

- (Participante 8): Hace todo el tiempo reuniones en café, viajes, cenas. 

- (Participante 2): La verdad es que están muy presentes y sobre todo 

comunican muy bien…porque es que todas las facultades están al tanto de los 

viajes y eso está muy bien. 

 

Moderator/Moderador: ¿Creéis que estas actividades son importantes para la 

integración en el entorno? 

- (Todos): Sí. 

 

Moderator/Moderador: Entonces llegados a este punto. ¿Creéis que el papel de las 

asociaciones es fundamental para la integración en la universidad? 

- (Todos): Sí. 

- (Participante 8): Yo creo que sí por lo mismo que llegas y no conoces a nadie 

y pues la forma que empiezas a tener amigos y a salir con más gente. Lo único 

que yo siento, es estaría bien hacer este tipo de programas pero a lo mejor 

incluir a más españoles.. o sea como decir, españoles interesados en esto , para 

poderme ir diciendo si fui España y conocí españoles .. y fui a España y conocí 

italianos, o sea es muy padre conocer gente del todo mundo pero pues también 

quieres conocer más españoles. 

- (Participante 3): Estoy totalmente de acuerdo con Participante 8. 

- (Participante 2): Las asociaciones son algo voluntario, así que los españoles 

que si están pues quieren conocer ERASMUS y son muy simpáticos, bueno 

quieren descubrir nuestra cultura y eso está fenomenal, lo que pasa eso si es 

verdad es que hay pocos... al fin y al cabo pues hay pocos. 
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Moderator/Moderador: ¿Qué tipos de servicios de apoyo adicionales. extra creéis 

que serían necesarios en la universidad?.. 

- (Participante 4): Quizás pudiera haber una integración antes de la llegada, 

crear grupos… y . he recibido un correo recientemente que hay un grupo de 

brasileño para que puedan integrarse.. creo que la integración puede ser antes 

de llegar.. quizás… 

- (Participante 2): A lo mejor asociaciones más específicas como de deporte 

o cosas así…que permitiría hacer grupos hacer de lo que nos gusta. 

- (Participante 9): Asociaciones como en mi universidad... para tomar foto 

o hacer un montón de cosas... por ejemplo, para ayudar a las personas sin 

hogar, creo que puede ser bueno. 

- (Participante 2): Por ejemplo, en Madrid hay muchas cosas para hacer 

como teatro pero no hay grupos... Igualmente con el partido de futbol por 

ejemplo ERASMUS vs. Españoles... es que se hizo en mi universidad. 

 

Moderator/Moderador: Ya no solo de integración sino, ¿de otro tipo de servicios 

que echaras en falta? 

- (Participante 2): Servicio médico, es que por experiencia propia estuve 

enferma y tuve que llamar a la embajada de Francia para que me diera el 

número de teléfono de un médico francés en Madrid, así que es un servicio 

importante. 

- (Participante 10): El de biblioteca debe de mejorar un poquito, porque nos 

exigen un carnet y somos extranjeros, llegamos necesitamos libro y no lo 

podemos sacar de la biblioteca. 

- (Participante 1): Se puede sacar con el ID, pasaporte. 

 

Moderator/Moderador: ¿Pero eso duro algún tiempo hasta que no tenías la 

matricula? 

- (Participante 10): Hasta que no recibí la tarjeta de estudiante. Pero no tuve 

problema en realidad porque una compañera española me ayudó. 

 

During stay services 

Moderator/Moderador: ¿Qué es más importante para ti de los servicios? Por 
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ejemplo: ¿que las matriculas que las asignaturas que te inscribes estén hechas 

correctamente? ¿que la documentación este clara desde que llegas? ¿el no estar 

solo, el conocer a gente? ¿que la secretaria funcione correctamente, que tengas 

un servicio de alojamiento y no tengas que buscarlo tú; o sea, ¿qué parte es más 

importante para ti de estos servicios, si tuvieras que decir cada uno de vosotros 

dos de ellos? 

- (Participante 3): La parte administrativa es importante, al final lo que sirve 

es que las asignaturas que haces aquí después te las reconozcan cuando 

vuelvas. Tuve un problema con una asignatura era impartida inglés que 

no había bastante gente para empezar el grupo y me lo dijeron cuando 

llegué aquí y cuando estaba firmado y por esto hubo algunos problemas 

pero ya está todo resuelto. 

 

Moderator/Moderador: ¿Qué dos servicios son más importantes? 

- (Participante 8): La matrícula, las asignaturas y relacionarte con la gente. 

- (Participante 1): La parte administrativa. 

 

 

Moderator/Moderador: Which two services are the most important? 

- (Participante 5) I don’t know. I don’t use the services here, really. Because 

I have my Work and my own office and I have my boss so he… and I do 

my Work and that’s all. 

- (Participante 6): A big problem for me is that there are few courses in 

English. At my university in Austria you can take all the courses in 

English and German, and here, I don´t know, there are 5 courses or 

something that you can take in English. So for me there wasn’t a possibility 

to take courses in English, because I have already done the courses at my 

home university so they said no you can’t take that, so I had to take the one 

in Spanish and it’s really difficult for me. but, yes, it’s good for studying 

Spanish but not good for my notes. 

- (Participante 4): De acuerdo con Participante 8, la matrícula y los trámites 

administrativos. 
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Moderator/Moderador: ¿Para ti también los cursos en inglés fueron un problema? 

- (Participante 9): Sí, al principio… cuando llegue aquí mi nivel estaba 

bastante bajo pero ahora es bueno para mejorar mi nivel, pero tengo solo 

dos clases en español las dos asignaturas que tenía en Francia también, 

pero para mí no era problema porque sabía el contenido entonces es solo 

es un curso de idioma muy grande. 

 

Moderator/Moderador: Sobre la integración. Qué tres servicios son más 

esenciales para una buena integración en el campus? Y la satisfacción... estoy a 

gusto. 

- (Participante 8): ESN es primordial y esencial para todos los extranjeros. 

- (Participante 4): El programa mentor pero mejorado, revisado. 

- (Participante 10): ESN, la residencia y el programa mentor (eso si, mejorado). 

- (Participante 2): Welcome days de la ORI y el curso de español. 

- (Participante 7): Yo sé que además de todo eso un grupo de futbol para integrar 

a los extranjeros como con los españoles... he escuchado algo de eso. 

 

Moderator/Moderador: ¿La UAM ha cubierto tus expectativas más importantes? 

What you expected has you been cover, here in the Autónoma? 

- (Todos): Sí. 

- (Participante 3): Yo encontré más o menos todas las correspondencias de las 

asignaturas sin problema. 

 

Moderator/Moderador: Sobre buddy o programa mentor todos los recomendarías 

y mejorarían como resumen. 

- (Todos): Sí. 

 

Moderator/Moderador: Sobre la calidad del servicio académico, y el contenido y 

las enseñanzas en el aula la metodología que se usa en clase es muy diferente a la 

que se usa en vuestros países de origen. 

- Todos: Sí... no... hay de todo. 

- (Participante 10): Nos dan mucho trabajo y exámenes parciales para no 

acumular el material… acá dan menos exámenes parciales y más trabajo 
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finales y el material esta todo acumulado para el final... no ha llegado pero 

supongo que voy a estar muy cargado de trabajo no creo que sea tan eficiente 

a la hora de aprender porque vienes aprender algo de trancazo y ya. 

 

Moderator/Moderador: Se supone que con Bolonia no es más así... o sea, que 

cada vez hay más actividades, más parciales... a lo mejor hay profesores que 

hacen de la forma tradicional... y otros que van dividiendo actividades y con 

exámenes en medio. 

- (Participante 10): Pero por ejemplo tengo una asignatura que el 30 % es lo 

que vamos cubriendo todo el semestre y el 70% para el examen final. 

- (Participante 6): Es lo mismo. 

- (Participante 8): Es diferente porque acá tienes que estar al pendiente en 

internet y pues a mí Moodle me ha fallado como cinco veces… y a mí 

todo el mundo me dice si esta en Moodle... pero trato y no se puede... y 

aquí tengo que estar muy pendiente de la computadora y allá sí que los 

maestros si están diciendo.. y si por ejemplo en la clase de organización 

de empresas si que hay examen y trabajos que cuenta y en las otras 

materias todo es un final y yo se que la gente está acostumbrada a ir 

estudiando conforme va pasando el tiempo pero yo no… 

- (Participante 3): Yo tampoco a lo mejor no estudias cada día sino al final 

como mil páginas... no tenemos trabajos... solo dos. 

 

Moderator/Moderador: ¿Los profesores son accesibles cuando saben que son 

estudiantes internacionales? 

- (Participante 3): Más o menos si, hay unos que les da igual hay otros que 

si que son muy accesibles. 

 

Moderator/Moderador: ¿Habéis utilizados las tutorías de los profesores? 

- (Participante 3): Más relacionado con los trabajos en grupo. 

 

Moderator/Moderador: ¿Preferirías que esa tutoría en vez de ser el profesor fuese 

un compañero un alumno... un estudiante español? 

- (Participante 3): Más o menos de manera natural cuando son más los que 
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están en tu grupo los que se sientan a tu lado. 

 

Moderator/Moderador: ¿Y sobre Moodle? ¿Habéis utilizado Moodle? ¿Habéis 

tenido problemas para entrar a Moodle? 

- (Todos): Sí. 

- (Participante 1): Solo que hemos tenido que esperar hasta la matrícula, pero 

la profesora asigno un trabajo, pero podemos enviarlo por email. 

- (Participante 7): Tuve problema porque tuve que cambiar una asignatura y el 

profesor ponía todos los trabajos en Moodle y yo nunca las tenía y tuvieron 

que matricularme otra vez. 

 

Moderator/Moderador: ¿Conocías Moodle de antes? ¿Porque a lo mejor lo habías 

usado en vuestra universidad? 

- (Participante 9): Si, es el mismo sistema que en mi universidad. 

 

Moderator/Moderador: El que no lo conocía ¿os han enseñado a usarlo? ¿Os 

parece fácil Moodle? 

- (Todos): Sí. 

 

Moderator/Moderador: Para finalizar, ¿cómo ha sido tu integración en el entorno 

de la UAM, buena mala ha ido evolucionando? ¿Para bien o para mal, cual ha sido 

ese proceso? 

- (Participante 2): Para bien, porque ya conoces a más gente, así te sienes 

menos sola y cada vez hay un mejor ambiente en las clases. 

 

Moderator/Moderador: ¿La entidad asociación agencia te ha brindado más apoyo 

a lo largo de la estancia? 

- (Participante 2): Dos puntos de vista; s ocial ESN sin duda y administrativo la 

ORI fue muy útil. 

 

Moderator/Moderador: En principio ponemos  
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Annex 9. ESNsurvey 2016 questionnaire 

The ESNsurvey 2016 topic was “international-friendliness of universities” and the aim 
was to explore the role of host university services, academic support, intercultural contact 
and friendship networks in the resulting satisfaction with the study abroad experience. 
The entire questionnaire contained 65 questions and it received 12,365 valid responses. 
For the purpose of this doctoral study, I analysed only one of their set of questions (part 
4), those related to host university services, as it can be seen below. 

 

Part 4. HOST UNIVERSITY SERVICES 
 
23) Was there a welcome presentation / introductory meeting / official welcoming of 
international students upon your arrival? 

Yes 
No 
I arrived after 

 
24) Was there an orientation week / welcome days before the start of the semester? 

Yes 
No 
I arrived after 

 
25) Were you offered a buddy / mentor / tutor to help you with the first days? 

Yes 
No 
 
→ 25.2) Did you eventually get a buddy? 

Yes  
No 
 
→ 25.3) How useful was he/she?  
[scale (1-10), 1=not useful at all … 10=extremely useful] 

 
26) Was there a student association helping international students (such as ESN) at 
your host-university?  

Yes  
No 
I don't know 

 
27) Did the host university offer you assistance with accommodation? 

Yes 
No 
I don't know 
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→ 27.2. Did the university offer you any of the following possibilities?  
        (tick all that apply) 

- to be accommodated with student/s from your home country 
- to be accommodated with other international student/s 
- to be accommodated with local host country student/s 
- to live alone 
- None of the above 

 
28) Did you have major problems with any of the following topics at your host 
university?  

No 
Yes 
Yes, with a comment below 
 

a) Admission 
b) Enrolment to courses 
c) Course schedule and exams schedule 
d) Accommodation 
e) Finances 
f) Visa  
g) Mental health issues (e.g. depression) 
h) Health problems 
i) Information technology (e.g. no internet connection) 
j) Student restaurant/cafeteria (e.g. food issues related to religion)  
k) Other (Please, specify in the field below)  

 
29) If you ticked “Yes, with a comment” to any of the problems above, please add your 
comment below: 

[Field space for open question] 
 
30) Please evaluate how satisfied are you with the host university services regarding 
international students? 

Very dissatisfied,  
Rather dissatisfied,  
Neither dissatisfied nor satisfied,  
Rather satisfied,  
Very satisfied 

 

 

 




