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Abstract:
							                           

Objective: This study sought to identify the main aspects related to students' expectations regarding higher education.
Method: The research was conducted in the Capes (Coordination for Improvement of Higher Education Personnel), in the last 10 years, through blind review system. The scientific methods used were SLR (Systematic Literature Review), meta-analysis (Cooper, 2016) and content analysis (Bardin, 2011).


Originality / Relevance: Despite recent surveys on higher education, the originality of the study can be justified by the lack of studies addressing the expectation on higher education using meta-analysis.


Results: The article identifies the gaps that exist between the offer made by the HEIs (Higher Education Institutions) and what is really expected by students towards higher education. Such comprehension can contribute to improve the marketing strategies, as well as the management of the HEI services, by understanding the factors that may affect the student behavior.


Theoretical / Methodological Contributions: This research contributes to the understanding of the changes that have affected the education field, especially higher education, in which is noticed the increasing dropout and mismatch between the objectives of the subjects involved, as well as the profound ongoing changes in the social, economic and technological contexts. Therefore, it serves as a subsidy for marketing studies, especially on consumer behavior, as well as to surveys related to the higher education.





Keywords: Consumer behavior, Higher education, Expectations, Students, Meta-analysis.
		                         


Resumo:
						                           

Objetivo: O presente estudo buscou a identificação dos principais aspectos relacionados as expectativas dos estudantes em relação ao ensino superior
Método: A pesquisa foi realizada na base de dados da Capes, nos últimos 10 anos, sistema blind review. Os métodos científicos utilizados foram a RSL (revisão sistemática de literatura), a meta-análise (Cooper, 2016) e a análise de conteúdo (Bardin, 2011).


Originalidade/Relevância: Apesar das recentes pesquisas sobre a educação superior a originalidade do estudo pode ser justificada pela inexistência de estudos que abordem a temática expectativa do ensino superior a partir da aplicação da meta-análise.


Resultados: O artigo identifica as lacunas existentes entre a oferta disponibilizada pelas IES e a que realmente é esperada pelos estudantes em relação ao ensino superior. Tal compreensão pode contribuir para a melhoria das estratégias de marketing, bem como da gestão dos serviços das IES, por meio da compreensão dos fatores que podem afetar o comportamento do aluno.


Contribuições teóricas/metodológicas: Esta pesquisa contribui para a compreensão das mudanças que tem afetado o setor de educação, e em especial o ensino superior, do qual verifica-se o aumento da evasão e da dissonância entre os objetivos das partes envolvidas, além de uma profunda alteração no contexto social, econômico e tecnológico; e, portanto serve de subsídio para estudos da área de marketing, em especial na temática comportamento do consumidor, além pesquisas relacionadas ao setor de ensino superior.





Palavras-chave: Comportamento do consumidor, Ensino superior, Expectativas, Estudantes, Meta-análise.
                                








Introducion


Different elements affect students' expectations regarding the choice of a higher education institution (HEI). As consumers, students want to find an offer that fulfills their expectations for higher education, which is influenced in their experience by social, cultural, demographic, psychological, technological, political and economic factors (Kotler & Keller, 2012; Schiffman & Kanuk, 2009). The importance of identifying student expectations leads to the understanding of how activities directly involved in obtaining, consuming and disposing products and services are performed, including the decision processes that precede these actions to fulfill needs and desires (Richers, 1984). However, an opposite effect may occur, due to the cognitive mismatch that may exist in these processes (Bateson, & Hoffman, 2015; Samara & Morsh, 2005; Giglio, 2011). This implies that the HEI must do a correct interpretation of the student's expectations in their different roles, in order to considerably reduce this gap. Such roles go beyond the institution's boundaries, and involve connected aspects of life in other areas. Knowledge and awareness of these factors can help institutions understand such expectations, and thus offer an engaged service towards the students’ perspective and a friendly environment for their learning and development. This statement can be supported by Sarrico and Rosa (2014, p.176) for whom “students seem to be more satisfied with higher education institutions and study programs when they have favorable conditions, which means that student satisfaction cannot be dissociated from satisfaction with life in general ”. Therefore, the objective of this research was to identify the main elements related to the students’ expectations towards higher education, by the meta- analytic study of the publications from the past 10 years. Such perspective allowed to establish a connection between the variables evidenced in the research that was guided by the following research question: what are the students’ expectations towards higher education identified in the research conducted in the last decade? The article is divided in five sections. The first one presents a brief theoretical review of consumer behavior and its relation with the services and higher education in order to enlighten the main assumptions related to the area. The second section presents the methodological procedures used and then comes the presentation and analysis of the results, classified in main aspects to be considered. Section four discusses the results and the last, fifth section, the conclusions of this research.





1 Theoretical review




1.1. The relationship between the consumer and the service sector 


The study of consumer behavior aims to know the different variables that involve their decisions and behavior in the purchasing process and relationship with different organizations. However, Kotler, Hayes and Bloom (2002) say that in the service sector organizations, consumers participate actively in this process. Unlike the purchase of products, the acquisition of services has particularities due to four basic characteristics: intangibility (services cannot be touched), perishability (services cannot be stored), simultaneity (services are produced and consumed at the same time) and heterogeneity (potential for high variation in service performance) (Zeithaml; Berry & Parasuraman, 1996). Considering the specific simultaneity of services, the consumer interacts in the process and reacts mentally and physically by concomitantly assessing services’ quality. Implicit and explicit promises, momentary and permanent reinforcements in the services provided, perceptions of service alternatives, personal perceptions, recommendations and previous experiences consist of relevant particularities in the dimensions that determine service customer expectations (Zeithaml; Berry & Parasuraman, 1993). Furthermore, in the specific case of a service in which there is little physical evidence to allow prior evaluation of the offer, the risks may seem more significant, making the consumer more involved in decision process. Such risks directly imply on consumer satisfaction, which is considered a key aspect to retain customers due to the adequate fulfillment of their expectations (Kotler & Keller, 2012). Therefore, the degree of satisfaction can be crossed with different expectations and the degree of consumer’s involvement. Blackwell, Miniard and Engel (2005) emphasize that the degree of involvement is associated with the importance that a person gives to a product or service, which makes it increasingly meaningful to evaluate the consumer’s expectation and satisfaction, a challenging task for business managers of service sectors.



1.2. The consumer’s development in higher education


The scenario of higher education institutions requires an understanding of the market changes and also of the students' perceptions about the importance of higher education, which should be dynamically aligned. In describing some of the students' expectations regarding HEIs, it is noticed that they go far beyond financial value, also include value aspects such as identity, trust, relationship and emotional balance. “Institutions in this sector need to monitor changes in the education sector (...) know the public they serve and the innovations that arise in the environment, develop (...), acquire and exploit new knowledge and skills” (Takahashi, Bulgacov, Semprebon & Giacomini, 2017, 474). Samura (2015) detaches that some sources of expectations may be implicit and others may be explicit and verbalized: “Internal expectations include students' ideas about university life and aspirations anchored in the interests and passions they expect for the result of their experience; while external ones refer to the people, ideas, and social forces that impact, guide, and shape students and their choices” (Samura, 2015, p. 606). In this context, Santaella (2013) argues that ubiquity led to significant economic, cultural and especially human cognitive transformations derived from new ways of assimilating culture, new mental habits and new ways of acting. Students, as consumers, have evolved to a value perspective by assessing the company's offer (Kotler & Keller, 2012) for which they have multiple tools for verifying their arguments and thus seeking for the best options. This progress makes them evaluate which offer provides the best value and engagement (Kotler, Kartajaya & Setiawan, 2017). They create a value expectation and act on it, in which the chance of satisfaction and repeated purchase depends on whether or not the offer fulfills that expectation. Students are known to go through different phases and expectations throughout their pre-post- college life. The pre-university phase can be considered a totally aspirational phase when students enter college with hopes, dreams and aspirations of who they wanted to become and what they want to do. In addition, expectations evolve differently to students based on their own personality and experiences. As students progress through the course, they become older and more critical, and in their senior year show less satisfaction with the HEI (Sarrico & Rosa, 2014). This satisfaction may decrease or increase in the post-university phase due to the student's perception of the real value added to his personal and professional life. From the perspective of Kotler and Fox (1994) creating high levels of satisfaction and matching student’s expectations are key elements for an educational institution to be successful, however this is often relegated as lack of resources occurs, or the HEI action is more concerned with another kind of issue.









2 Methodological Procedures


This study adopted the exploratory-descriptive research approach applying the meta- analysis as the main technique. The popularity of meta-analysis in recent decades may come from the current explosion of information worldwide, especially in the scientific area. For Cooper (2016) “concern about the potential for error and inaccuracy in traditional narrative synthesis has encouraged social science methodologists to develop more rigorous and transparent alternatives” (Cooper, 2016, p. 07). The script, steps and the meta-analysis planning aim to analyze empirical results and produce literature synthesis through the identification of relevant variables. Therefore, the methodology used in this research based on Cooper’s (2016) proposal is organized in seven stages, as follows:




	

identification / formulation of the research problem. The first stage was to identify the research problem with the definition of the variables, from the expected association pattern for bibliometric analysis (Cooper, 2016). The research question and the causal research variables collected are presented in Chart 1



	

 literature gathering. For the data gathering in the second step, this study first used the systematic literature review technique (Thorpe, Holt, Macpherson, & Pittaway, 2005; Tranfield, Denyer, & Smart, 2003). The literature survey was carried out in the Portal of journals of the Coordination for the Improvement of Higher Education Personnel (Capes) to cover national and international publications. The decision to search the database through the Portal was due to the need to include publications from various areas of knowledge that were aligned with the research question.



	

 gathering information from each study. In this stage, it was defined the information for the bibliometric analysis, in response to the research question identified in the first stage. In order to enable the research objective, it was initially made a selection of a theoretical conceptual framework in which the keywords “higher education” and “student’s expectations” were considered for the advanced search carried out in a combined way. In the first search, 249 articles were identified. The timeline analysis from 2008 to 2018 resulted in a sample of 108 articles, and when the condition of peer-reviewed articles was selected, a new total of 101 articles were found, and one publication was eliminated because it was duplicated, totalizing 100 articles for the sample result.



	

quality assessment of the studies. At this stage, a careful reading of the titles, objectives and abstracts of the publications was made, identifying a qualified bibliographic portfolio composed by 40 articles. At the quality evaluation phase, 2 articles were excluded and the final sample resulted in 38 publications. Among the exclusion criteria of the articles regarding the methodological aspects, it was the fact that many of the publications had no affinity with the theme, despite having the keywords, they deviated from the research focus.



	

quality analysis of the studies. For Cooper (2016) a way for the researcher ensure the validity of the results is by satisfying three assumptions: (a) the individual research findings that will be cumulatively attached should look the same as the research question, (b) should be independent, and (c) the researcher should believe that the results of each study are valid. As the studies related to student expectations regarding the higher education show tacit and explicit aspects, the observance of both qualitative and quantitative study results as well as the selection of different types of research design can be considered valid, without affecting quality of the observed results. Regarding the analysis and synthesis of the outcome, this survey used the meta-analysis technique supported by content analysis in order to identify and classify the variables and categories of expectations here identified. As steps vi) analysis and synthesis of study results and vii) interpretation of the collected data require further details, they are described respectively in topics 3 and 4 below.











3 Presentation and analysis of the outcome


The largest number of publications was in 2014, with a total 15.79% of the total number of articles of the sample, as shown in Graph 1.
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Graph 1




Frequency of publications by period







Source: elaborated by the authors








Disaggregating the sample by journal, Table 1 shows that the publications are shared among different journals, and of the total of journals with publications, 75% of the sample (21 journals out of 38 journals) had only one publication in the period. This can be due to the range of the approach to the subject as well as the diversity regarding different areas of knowledge.

Among the journals with the largest number of publications, Tertiary Education and Management was the magazine with the highest relative concentration (10.53%), with 4 articles. Higher Education Research and Development comes in second with a percentage of 7.50% corresponding to 3 articles; and 5 journals appear in third place with a relative concentration of 5.26% and the publication of 2 articles each (College Student Journal, European Journal of Education, International Journal of Educational Management, Journal of Studies in International Education, Studies in Higher Education).





Table 1




Distribution of Searches by Periodic
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Source: elaborated by the authors








The origination of the studies can be identified in Table 2. The United Kingdom is the country with the largest share, with 8 documents and 21.05% participation, followed by the United States and Australia with 7 documents and 18.42% respectively each, and Portugal with 4 documents and 10.53% participation. The other studies are equally represented by 13 countries with 2.63% of the participation, and 1 article each. The analysis of the sample by region / continent shows that Europe is the region with the largest number of publications, with 15 articles and 39.37% of publications, followed by Oceania with 9 publications and 23.68% of participation and America with a total of 8 publications and 21.05% share.




Table 2





Distribution of Searches by Origination
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Source: elaborated by the authors








After that, the publications were analyzed regarding the amount of tables, graphs, charts and figures - the results are summarized in Table 3. In the analyzed sample it was found a broad use of graphic resources, such as table, charts, graphs and figures -, elements that are characteristic of empirical research which aim to facilitate the visualization and interpretation of the results. The analysis shows that the distribution of tables is more homogeneous than the graphics. The articles published use on average 2.19 tables with a standard deviation of 2.28 and a coefficient of variation of 0.95. The average graph per article is 1.81, standard deviation of 3.75 and coefficient of variation of 2.07.




Table 3





Descriptive Statistics of Graphic Resources Used
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Source: elaborated by the authors








Figure 2 shows the descriptive statistics with the analysis of the results of the methodologies used in the selected sample. The analysis of the methodology refers to the corresponding methods, techniques, instruments and types of design used. In this study it was identified the type of research (quantitative, qualitative or quali / quanti), the type of design (small, medium or large studies) and the technique / instrument used. It was also verified that most of the research type of studies are of quantitative origin (55.26%), followed by qualitative studies (33.26%). In this study, the criteria for classifying the research design type were established as follows: studies with samples smaller than 100 were classified as small studies, samples from 100 to 500 as medium studies and surveys with samples above 500 as large studies. The small study (36.84%)1 was the type of study design most used in the sample, followed by the large study (31.58%).The survey most used was the technique / instrument, applied in 57.68% of the total publications of the sample, and from this total 18.42% of the total sample used the survey application associated with Likert scale, and 13.26% associated with survey with qualitative techniques, such as interview and focus group presented in Figure 2. strategies considered efficient are the word cloud, the mind mapping and the categorization. Figure 3 contains the analysis of the keywords of the selected articles.




[image: 471767360010_gf3.png]



Figure 3




Keyword Cloud







Source: elaborated by the authors
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Figure 3



Keyword Cloud







Source: elaborated by the authors








To prepare the word cloud, keywords defined by the authors of the sample publications were used, a total of 140 ones, this indicates an average of 3.69 keywords per article. However, it is important to emphasize that only 30 articles (78.95%) had the specified keywords and 21.05% (a total of 8 articles) did not have any of them; this analysis identifies 4.67 keywords per article, whereas publications vary from 3 to 7 keywords. The most recurring terms were Education (14.29%), Student (13.57%), Higher (10.0%) and Expectation (7.86%), followed by University (4.29%) and the words Satisfaction, Transition, Experience, Mobility, Teaching with 2.86%.

Yet, it is relevant to highlight that those terms are semantically associated with each other and are related to compound words and terms, which therefore requires a deeper and more careful analysis through the mind mapping. The mind mapping is a technique developed by Tony Buzan (Buzan, 2005) which allows to verify and to correlate a series of ideas about a central theme, ideas that are related to each other and composes the subject through hierarchy and unity analysis.

As can be identified in figure 3 the most representative words of the sample were student, higher education and expectation, being replicated and identified in figure 4 as the central terms of the study and the mind map. Figure 4 represents a content analysis of the keywords identified in the selected articles, in which it was possible to create a mind map with the different paths addressed by the theme.
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 Figure 4




Mind map from word frequency analysis in the word cloud







Source: elaborated by the authors








The words that appear as satellites in the 1st level of connection in branches of the central idea consist of themes that represent the main scope of the studies. Topics that appear linked to the 2nd level in the branches represent the terms in the lower number of repetitions, where it has been observed that many of them consist of single or compound words although with different meanings (eg education / higher education). The analysis was accomplished from the identification of the total keywords linked to the main terms, enabling a more qualitative data processing generated by the tool, in which the main words were highlighted in red and bold typography and the secondary ones were only identified in common typography, and the words that represented synonyms (ex. international / internalization) were excluded. A third analysis was made using content analysis of the 38 articles regarding the expectation topic, in which the student's expectations regarding higher education were identified. The content analysis was based on Bardin's (2016) proposal organized in three phases: 1) pre-analysis, 2) material exploration and 3) data processing, inference and interpretation. The different phases of the analysis and of the dimensions of coding and categorization facilitated and made it possible interpretations and inferences: “transformation of the raw text data, (...) by clipping, aggregation and enumeration, allowing to reach a representation of the content or its expression” (Bardin, 2016, p. 103). As each study covered the plurality of students' expectations for higher education, a complex theme, several elements were identified and classified into 14 variables, which a posteriori resulted in its classification into nominal expectations categories through reading, analysis of content identification of the variables in the sample of publications, as seen in Table 4.




Table 4




Identification of the categories of the main expectations of students regarding higher education
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Source: elaborated by the authors








The 14 identified categories represent the identified expectations which affect the student's relationship with the higher education institution and are interrelated with each other. The most commonly identified nominal category was “Stakeholder Connection” appearing in 97.37% of the articles, followed by “Social Development and as an Individual” (71.05%), “Teachers as Mentors” (60.53%) and “Sense of Belonging” (50.00%). The basis of the analysis of the variables that lead to the classification and identification of categories is detailed in Chart 2.




Chart 2




Content analysis of identified and classified categories Source: elaborated by the authors
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Source: elaborated by the authors











Chart 2. Cont.




Content analysis of identified and classified categories
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Source: elaborated by the authors











Chart 2.Cont




Content analysis of identified and classified categories
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Source: elaborated by the authors












4 Discussion of the outcome


For Cooper (2016, p. 218), the discussion of the meta-analysis results enables “the transformation of annotations, impressions and coding forms into a cohesive public document describing his research synthesis (...) with profound implications for accumulation of knowledge”. Based on this assumption, this chapter presents a discussion on student’s expectations regarding higher education from the analysis of the data sample used in this study. Perceptions about expanding the boundaries of the university and social relations, social and individual development, teachers as mentors, living with belonging, learning through innovative and effective methods and technologies among other factors should be considered significantly by HEIs, and they are reported below. It is important to emphasize that it is the student's experiences with the HEIs that will demonstrate the alignment or lack of the expectations and consist on significant element to be considered in the study. The first student’s experience refers to the transition from secondary to higher education (Torenbeek et al., 2010; Foster & Hermann, 2011; Winterton & Irwin, 2012; Krieg, 2013; Catterall et al., 2014; Heublein, 2014; Jones et al., 2016; Hassel & Ridout, 2018) just as the social adaptation, job search and internationalization phases (Park, 2009) which consist of much more than just academic experience and leads to stress, tensions and difficulties associated with each other. Integrating and clarifying the path of university life for incoming students, enlighten the differences between school and university from their perceptions should help them to make the transition to higher education (Jones, 2010; Jones et al., 2016; Hassel & Ridout, 2018) providing support for the academic challenges to be faced (Krieg, 2013).


Fish et al. (2016) highlight that the physical properties of a college can send a subjective message to students about who or what is valued in the institution. However, for students, the campus is not only a unique physical environment but it is extended to new geographical (Park, 2009; Harris & Marlowe, 2011; Pham & Lai, 2016; Heffernan et al., 2018) and social (Griffin) horizons. et al., 2012). In some cases, experiences such as academic mobility and international experiences (Kingston & Forland, 2008; Beaven & Golubeva, 2016; Park, 2009) can enable students to expect the development of intercultural competence, mobility and social advancement (Harris & Marlowe, 2011; Griffin et al., 2012; Beaven & Golubeva, 2016; Pham & Lim, 2016).

In this matter, elements such as safety (Fish et al., 2016); physical and mental well-being (Fish et al., 2016; Brinkworth et al., 2009); leadership development (Bowles et al., 2014; Fish et al., 2016); integration on virtual environment (Gosper et al., 2013; Bowles et al., 2014); establishment of social relationships, networking and social and academic mobility (Bowles et al., 2014) are part of the context of university life, going far beyond the physical environment. So, it is inferred that aspects of academic and social life are connected with the sense of community and the culture of belonging (Kingston & Forland, 2008; Park, 2009; Bowles et al., 2014; Samura, 2015; Fish et al., 2016), which involve social scale development and personal growth (Machado et al., 2011; Samura, 2015; Fish et al., 2016). Futhermore, social development and a sense of belonging to a community go beyond traditional academic environments and merge with digital environments (Baxter, 2012). In that way, diversity and social inclusion are themes considered increasingly current in students' expectations (Kingston & Forland, 2008; Harris & Marlowe, 2011; Griffin et al., 2012; Catterall et al., 2014). Aspects connected to real social inclusion lead to the students’ desire to maintain individual identity as opposite to the use of stereotypes (Samura, 2015; Kingston & Forland, 2008), thus contributing to the construction of a “rich mosaic of different experiences and learning approaches” (Harris & Marlowe, 2011; Sarrico & Rosa, 2014). Nicolescu and P[acaron] um (2009) emphasize the importance of looking at the HEIs’ adaptation difficulties to educational changes conditions as well as social and labor market requirements. By that, the skills and abilities to be developed through higher education must converge on social and individual development through effective preparation for post-college life through gaining qualifications (Spronken – Smith et al., 2009, Bowles et al., 2014, Griffin et al., 2012). That’s because for many students the college purposes also represent the time for self-discovery and personal growth (Machado et al., 2011; Samura, 2015). Consequently, the academic curriculum, the teaching and learning methods must become more dynamic and in constant evolution (Kingston & Forland, 2008, Brinkworth et al., 2009; Heublein, 2014) based on understanding the new realities of the social context for higher education (Nicolescu & P [acaron] um, 2009). In this scenario, flexible learning and teaching strategies are essential to foster an inclusive and converging environment (Brinkworth et al., 2009; Jones et al., 2016), in which the changing role of teachers (Brinkworth et al. , 2009; Foster & Herman, 2011; Jones et al., 2016; Khan, 2012; Bailie, 2014; Sarrico & Rosa, 2014; Samura, 2015; Fish et al., 2016; Beaven & Golubeva, 2016; Hassel & Ridout, 2018) should develop a new role as a mentor and facilitator in the learning and academic-social integration process (Baxter, 2012) by leading the students to a wider autonomy and individual responsibility. The individual (Nicolescu & P [acaron] um, 2009; Krieg, 2013; Jones et al., 2016) and social development is an educational approach increasingly current, in which teachers as mentors must lead students to adapt themselves to new demands and emerging challenges, becoming independent learners. However, a significant element that influences this connection is – and must be ended – the expectation’s mismatch between teachers and students (Borghi et al., 2016, Hassel & Ridout, 2018) in issues such as communication, feedback and availability of the teacher, which according to Bailie (2014) needs to be identified and dealt quickly. For that reason, this is a key mechanism for students to feel supported, comfortable, getting used to the university environment (Brinkworth et al., 2009, Khan, 2012; Yeh & Tao, 2013, Vandoom & Eklund, 201; Jones et al. ., 2016; Hassel & Ridout, 2018) whether in physical or digital environment (Bailie, 2014; Beaven & Golubeva, 2016). Understanding such an element becomes vital to make a communication link between teachers and students (Borghi et al., 2016, Hassel & Ridout, 2018), in which educators will need to have sufficient resources and in particular the time required to provide this kind of learning support (Vandoom & Eklund, 2013) due to the growing diversity of students. This communication reflects the students' expectations regarding social (Samura, 2015) and academic engagement. Furthermore, to understand and bind with the perspective of the different stakeholders involved with the academic, social and professional development universe represents an extremely significant aspect for the survival of HEIs (Kingston & Forland, 2008; Nicolescu & P [acaron] um, 2009; Winterton & Irwin, 2012; Krieg, 2013; Sarrico & Rosa, 2014; Low, 2015; Sahin et al., 2018) in which institutions, partners, IES employees, parents, employers and teachers stand out. Partner institutions and staff are considered important stakeholders in this scenario because they act directly in welcoming and guiding students upon information, requirements, student services and other organizational aspects (Brinkworth et al., 2009; Nicolescu & P [acaron] an , 2009; Bowles et al., 2014; Pham & Lai, 2016). The parents, in a stakeholder’s role affect not only the course choice, but also the career choice (Dias & Sá, 2016; Hassel & Ridout, 2018; Sahin et al., 2018) and on the experience lived in higher education (Winterton & Irwin, 2012; Krieg, 2013; Sarrico & Rosa, 2014; Low, 2015). On the other hand, employers expect that the university is able to help in the development of market-demand skills such as thinking skills, teamwork, problem solving, individual development and assimilation of new knowledge (Spronken – Smith et al., 2009 ; Nicolescu & P [acaron] um, 2009).

However, it is important to consider that understanding the student's mindset about the partnership style and the university proposal (Heffernan et al., 2018), as well as the university's image (Kotler & Fox, 1994) can influence a range of expectations beyond satisfaction and student’s loyalty (Alves & Raposo, 2010; Machado et al., 2011), considering that such comprehension includes functional and emotional aspects. Among the functional aspects is the valorization of the investment in the quality of higher education, which grows in proportion to the expected return on university education (Nicolescu & P [acaron] um, 2009; Jones, 2010; Bachan, 2014) as well as students' concern to burden the family with expenses, especially in lower socioeconomic groups (Griffin et al., 2012; Winterton & Irwin, 2012). Yet, the investment in university education is not only financial but also emotional (Hassel & Ridout, 2018). For students, the college education does not necessarily means a guarantee of wealth and stability (Rolleston & Oketch, 2008, Moorman, 2011), but refers to expectations about self-knowledge and the developing social life skills (Nicolescu & P [acaron] um, 2009; Park, 2009; Spronken- Smith et al., 2009; Machado et al., 2011; Krieg, 2013; Bowles et al., 2014; Samura, 2015) and professional (Rolleston & Oketch) , 2008, Nicolescu &, P [acaron] um, 2009; Park, 2009; Machado et al., 2011; Bachan, 2014; Sarrico & Rosa, 2014, Sahin et al., 2018.).





5 Conclusion


The HEIs need to effectively understand and accomplish the demands of the student’s expectations for higher education, by offering a product or service which performance is up to its attributed value. The conclusions of this study can contribute to understand the students' expectations regarding higher education since their entry to their post-university life and thus allow the identification of elements to support the strategic directions that facilitate the transition process in the area towards a new educational scenario. From a theoretical point of view, researches on student expectations tend to be resistant about the integration of theories related to the study of consumer behavior, causing gaps on knowledge and skills development that continuously drawback and block changes towards a strategic context on creating value in a collaborative way. So, this study made it possible to identify that expectations pervade boundaries that at no time inflict theories and educational elements, but align themselves with a new social context. As shown in the analysis, the service that involves the university environment welcomes the challenge of new social and learning conditions for the student.

Practical implications that have been identified by this study include the requirement for information related to a sense of belonging, connection with stakeholders, need to monitor knowledge and learning aligned to student expectations, understand the international student intercultural context, create a welcoming social environment, prepare teachers for follow-up and transition, constantly monitor and improve methods. The diversity on the university social environment should include practices that foster experiences of social and individual development beyond integration through a range of inclusive learning and teaching practices. As stated above, expectations occur throughout college life; before, during and after it, and their understanding is more complex than a study that addresses only one of these elements. This makes it relevant for HEIs to collect information about students' perceptions and their experience in higher education in order to integrate them with the social and technological evolution required by the new established scenario. The practical implications identified by this study consider a new perspective of the HEIs on the dynamics of the university environment, in which society requires individuals and flexible professionals, people who can quickly fit into the local culture, exhibit interpersonal skills, communicate well, take responsibility. Finally, people who can use their skills to make society and organizations evolve through brilliant ideas and persuade colleagues to have new approaches and are willing to make changes, people who can anticipate and lead change. This research also has some limitations that need to be mentioned. It focused on the analysis of research conducted in the last decade. However, such studies did not have just one methodology applied, but various methods to monitor students' expectations regarding higher education were identified. The theoretical survey demonstrated a series of expectations identified and classified into categories, such as their evolution over time, which highlights the need for monitoring and updating the HEIs regarding them due to the dynamism of modern relations. Nevertheless, there may be other expectations of the student regarding higher education that have not been mentioned and which may be considered relevant. For future studies it is considered important to broaden this research to other boundaries by examining the student's insertion in the current university context. Last but not least, studies on student’s expectations regarding higher education come from different sources and it is clear that the expectations identified suggest elements that converge to the study of consumer behavior and creation of value within Marketing area. Thus, it is necessary that the actions of the HEIs are aligned with the identification of students' expectations as well as the market process of creation of value, especially in the higher education.








References


Alves, H. & Raposo, M. (2010) The influence of university image on student behavior. International Journal of Educational Management, 24(1), 73-85.

Bachan, R. (2014) Students' expectations of debt in UK higher education. Studies in Higher Education, 39(5), 848-873.

Bailie, J.L. (2014). What Online Students Want Compared to What Institutions Expect? Online Journal of Distance Learning Administration, XVII (II).

Bardin, L. (2016). Análise de conteúdo (L.A. Reto & A. Pinheiro, Trad.) São Paulo: Edições 70. (Obra original publicada em 1977).

Bateson, J.E.G., & Hoffman, K. D. (2015). Princípios de Marketing de Serviços. Conceitos, estratégias e casos (4ª edição) São Paulo: Cengage Learning

Baxter, J. (2012) Who Am I and What Keeps Me Going? Profiling the Distance Learning Student in Higher Education. International Review of Research in Open and Distance Learning, 13(4), p.107-129

Buzan, T. (2005) Mapas Mentais e sua elaboração. São Paulo: Cultrix.

Beaven, A. & Golubeva, I. (2016) Intercultural preparation for future mobile students: a pedagogical experience. Language and Intercultural Communication, 16(3), 491-501.

Blackwell, R. D., Miniard, P. W. & Engel, J. F. (2005) Comportamento do consumidor (9ª edição). São Paulo: Pioneira Thomson Learning.

Borghi, S., Mainardes, E., & Silva, E. (2016): Expectations of higher education students: a comparison between the perception of student and teachers. Tertiary Education and Management, 22(2), 171-188.

Bowles, A., Fisher, R., McPhail, R., Rosenstreich, D., & Dobson, A. (2014) Staying the distance: students’ perceptions of enablers of transition to higher education. Higher Education Research & Development, 33 (2), 212-225.

Brinkworth, R., Mccann, B., Matthews, C., & Nordstrom, K. (2009) First Year Expectations and Experiences: Student and Teacher Perspectives. Higher Education: The International Journal of Higher Education and Educational Planning. 58, 157–173.

Catterall, J., Davis, J., & Yang, D.F. (2014) Facilitating the learning journey from vocational education and training to higher education. Higher Education Research & Development, 33 (2), 242-255

Cooper, H. (2016). Research synthesis and meta-analysis: A step-by-step approach (5a edição). Thousand Oaks, CA: Sage.

Dias, D., & Sá, M.J. (2016) Academic promises and family(dis)enchantments: clues for guidance and counselling in higher education. British Journal of Guidance & Counselling, 44(1), 42-56.

Fish, M.C., Gefen, D.R., Kaczetow, W., Winograd, G., & Futtersak-Goldberg, R. (2016) Development and Validation of the College Campus Environment Scale (CCES): Promoting Positive College Experiences. Innovation in Higher Education, 41 (2), 153– 165.

Foster, D.A., & Hermann. D. (2011) Linking the First Week of Class to End-of-Term Satisfaction: Using a Reciprocal Interview Activity to Create an Active and Comfortable Classroom. College Teaching, 59, 111–116.

Giglio, E. M. (2011). O comportamento do consumidor (4ª edição) São Paulo: Cengage Learning.

Griffin, K., Del Pilar, W., Mcintosh, K., & Griffin, A. (2012) Oh, of Course I'm Going to Go to College: Understanding How Habitus Shapes the College Choice Process of Black Immigrant Students. Journal of Diversity in Higher Education, 5(2), 96-111.

Gosper, M., Malfroy, J., & McKenzie, J. (2013) Students' experiences and expectations of technologies: Na Australian study designed to inform planning and development Decisions. Australasian Journal of Educational Technology, 29(2), 268-282

Hassel, S. & Ridout, N. (2018) An Investigation of First-Year Students’ and Lecturers’ Expectations of University Education. Frontiers in Psychology, 8, Art. 2218. P 1-13

Harris, V. & Marlowe, J. (2011) Hard Yards and High Hopes: The Educational Challenges of African Refugee University Students in Australia. International Journal of Teaching and Learning in Higher Education, 23 (2), 186-196.

Heffernan, T., Wilkins, S., & Butt, M.M. (2018) Transnational higher education: The importance of institutional reputation, trust and student-university identification in international partnerships. International Journal of Educational Management, 32(2), 227-240.

Heublein, U. (2014) Student Drop-out from German Higher Education Institutions. European Journal of Education, 49 (4), 497-513.

Jones, G. (2010) Managing Student Expectations:  The Impact of Top-Up Tuition Fees. Perspectives: Policy and Practice in Higher Education, 14(2), 44-48.

Jones, H., Yeoman, K., Gaskell, E. & Prendergast, J. (2016). Perceptions of university assessment and feedback among post-16 school pupils. Assessment & Evaluation in Higher Education, 42(8), 1233-1246.

Khan, S.N. (2012) Student Expectations of Tertiary Institutions: A case study of the Fiji National University (FNU). Tertiary Education and Management, 18 (3), 221-236.

Kingston, E., & Forland, H. (2008) Bridging the Gap in Expectations between International Students and Academic Staff. Journal of Studies in International Education, 12 (2), 204- 221.

Kotler, P., & Fox, K. A. (1994) Marketing estratégico para instituições educacionais. São Paulo: Atlas.

Kotler, P., Hayes, T. & Bloom, P. (2002) Marketing de Serviços Profissionais. (2ª edição) São Paulo: Manole.

Kotler, P., Kartajaya, H., & Setiawan, I. (2017) Marketing 4.0 - Do Tradicional ao Digital. Rio de Janeiro: Sextante.

Kotler, P. & Keller, K. L. (2012) Administração de Marketing (14ª edição) São Paulo: Pearson Education do Brasil.

Krieg, D. B. (2013) High Expectations for Higher Education? Perceptions of College and Experiences of Stress Prior to and through the College Career. College Student Journal, 47(4), 635-643.

Low, R. Y. S. (2015) Raised Parental Expectations towards Higher Education and the Double Bind. Higher Education Research and Development, 34(1), 205-218.

Machado, M.L., Brites, R., Magalhães, A., & Sá, M.J. (2011) Satisfaction with Higher Education: critical data for student development. European Journal of Education, 46 (3), p.415-432.

Moorman, A. B. R. (2011) Changing Student Expectations and Graduate Employment: Case Studies from Xi'an, Shaanxi Province. Frontiers of Education in China, 6 (4), 521-548.

Nicolescu, L., & P[acaron]un, C. (2009) Relating Higher Education with the Labour Market: Graduates’ expectations and employers’ requirements. Tertiary Education and Management, 15(1), 17-33.

Park, E. (2009) Analysis of Korean students’ international mobility by 2-D model: driving force factor and directional factor. Higher Education, 57(6), 741-755.

Pham, H, & Lai, S.L. (2016) Higher Education as an Extended Duration Service: An Investigation of the Determinants of Vietnamese Overseas Student Loyalty. Journal of Studies in International Education, 20(5), 454–471.

Sahin, A., Ekmekci, A., & Waxman, H. C. (2018) Collective Effects of Individual, Behavioral, and Contextual Factors on High School Students' Future STEM Career Plans. International Journal of Science and Mathematics Education, 16, 69-89.

Samara, B. S. & Morsh, M. A. (2005). Comportamento do consumidor. Conceitos e casos. São Paulo: Prentice Hall.

Samura, M. (2015) Wrestling with Expectations: An Examination of How Asian American College Students Negotiate Personal, Parental, and Societal Expectations. Journal of College Student Development, 56 (6), 602-618.

Santaella, L. (2013) Comunicação Ubíqua: Repercussões na cultura e na educação. São Paulo: Paulus.

Sarrico, C. S., & Rosa, M. J. (2014) Student satisfaction with Portuguese higher education institutions: the view of different types of students. Tertiary Education and Management, 20 (2), 165-178

Schiffman, L. G., & Kanuk, L. L. (2009) Comportamento do Consumidor (9a edição). Rio de Janeiro: LTC.

Spronken-Smith, R. A., Bond, C., Buissink - Smith, N., & Grigg, G. (2009) Millennium Graduates' Orientations to Higher Education. College Student Journal, 43(2), 352-365.

Ríchers, R.O. (1984) O enigmático, mas indispensável consumidor: teoria e prática. Revista de Administração, 19 (3), 46-56.

Rolleston, C. & Oketch, M. (2008). Educational expansion in Ghana: Economic assumptions. International Journal of Educational Development, 28 (3.) 320–339

Takahashi, A. R. W., Bulgacov, S., Semprebon, E., & Giacomini, M. M. (2017) Dynamic capabilities, Marketing Capability and Organizational Performance. BBR. Brazilian Business Review, 14 (5), 466-478.

Torenbeek, M, Jansen, E, & Hofman, A. (2010) The Effect of the Fit between Secondary and University Education on First-Year Student Achievement. Studies in Higher Education, 35(6), 659–675

Thorpe, R., Holt, R., Macpherson, A., & Pittaway, L. (2005) Using knowledge within small and medium sized firms: a systematic review of the evidence. International Journal of Management Reviews, 7 (4), 257-281.

Tranfield, D., Denyer, D., & Smart, P. (2003) Towards a methodology for developing evidence- informed management knowledge by means of systematic review. British Journal of Management, 14 (3), 207-222.

Vandoorn, G., & Eklund, A. A. (2013) Face to Facebook: Social Media and the Learning and Teaching Potential of Symmetrical, Synchronous Communication. Journal of University Teaching and Learning Practice, 10(1), Art 6.

Winterton, M.T., & Irwin, S. (2012) Teenage expectations of going to university: the ebb and flow of influences from 14 to 18. Journal of Youth Studies, 15 (7), 858-874.

Yeh, C. R., & Tao, Y. (2013) How Benefits and Challenges of Personal Response System Impact Students' Continuance Intention? A Taiwanese Context. Educational Technology & Society, 16(2), 257-270

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1993). The Nature and Determinants of Customer Expectations of Service. Journal of the Academy of Marketing Science, 21(1), 1–12.

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996) The behavioral consequences of service quality. Journal of Marketing, Chicago, 60 (2), p. 31-44.




Notes

1 The total of 36.84% referring to the sum of all small studies present in the sample and represented in the column type of design, referring to the sum of 5.26% (quantitative) + 28.95% (qualitative) + 2, 63% (quali-quanti). The procedure was replicated the analysis of the other items represented in figure 2
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‘digital communities, the social environment and communication must be considered
selevant even in virtual nefworks (Baster, 2012: Vandoom & Eklund, 2013)

Teachers as

By starting on college environment. the student has the expectation that the teacher,
‘beyond providing the academic basis, also offers a kind of mentoring suppor, sharing
‘experiences, orientation. advices to his academic. professional and social life (Nicolescu
& Placaronlum, 2009: Khan, 2012; Catterall, Davis, & Yang. 2014; Bailie, 2014; Fish.
Gefen, Kaczetow, Winograd, & Futtersak-Goldberg, 2016; Beaven & Golubeva, 2016).
‘The teacher i the person who will provide support to developing competences and skills
5o that the student has fulflled his expectation, as well as receives the guidelines and
planning to his future path (Brinkworth ef al.. 2009: Foster & Herman, 2011: Samura,
2015; Heffeman, Wilkins, & But, 2018).

Sense of Belonging

“The sense of belonging can be an enabler in ifegrating (he student mto university ke
ot justatthe time of entry (Brinkworth etal . 2009: Torenbeck Jansen, & Hofian, 2010;
Foster & Hermann, 2011 Jones, Yeoman, Gaskell, & Prendergast, 2016), but in all the
‘experiences lived during the university course (Samura, 2015; Fish et al, 2016). A sense
of belonging represents the sndents expectation of being a member of 2 larger

‘comannity (the university) in which symbols. routines, events. and relationships express
values, cultures, and aspiraions (Kingston & Forland, 2008; Park, 2009: Hamis &
Marlowe, 2011; Griffin et al,2012)

Innovative and
effective methods
and technologies

Teaching methods and leaming technological tools aligned with the contemporary.
context can significantly influence student's satsfaction levels. retention, and academic
suceess (Borghi et al, 2016; Fish et al. 2016; Jones et al 2016). Therefore, they must
be constanily monitored. refined and adapted fo the academic coniext strting from
current social scenario (Kingston & Forland, 2008; Brinkworth et al, 200; Harris &
Marlone; 2011 Sarrico & Rosa: 2014).

Dynamic
Curriculum

“There is a need for continuous adjustment of the cumiculum based on Enowmng the
student’s expectations and demands (Nicolescu & P [acaron] um. 2009; Hamis &
Marlowe, 2011; Beaven & Golubeva, 2016; Hassel & Ridout, 2018). Consequently.
‘communication and active feedback with the student becomes relevant (Brinkworth et
al.,2009: Spronken — Smith et al. 2009: Moorman, 2011: Yeh & Tao, 2013) in order to
erify what s happening in social environment and how it interferes in the academic

‘eavironment (Park, 2009, Baxter, 2012 Vandoom & Ekluad. 2013; Gosper, Malfioy, &
McKenzie, 2013; Pham & Lai, 2016).

Communication
‘and feedback

Tt refers to the aligament between FEI and studeat perceptions of communication
effectiveness, responsiveness, and readiness feedback in traditional environments
(Brinkworth et al, 2009: Bailie, 2014; Catterall et. Al - Hassel & Ridout, 2018) as well
asin virtual ones (Foster & Hermann, 2011 Baxter, 2012; Bowles etal. 2014; Beaven
& Golubeva, 2016). where studets at different stages and phases demand quick
‘communication and effective feedback on addressed requests to different IES agents
(staff, teachers, etc ). Availability of interculfural relationships for these topics (Kingston
& Forland. 2008; Harris & Marlowe, 2011: Yeh & Tao. 2013) can be an extremely
significant issue for the studeat.

Qualification
(cmplosabiiy)

Tt represents students' expectations regarding vocational raining and employability @
terms of skills and abilities t0 be developed, and that can support them beyond the
academic scope (Nicolescu & P [acaron] um. 2009: Spronken — Smith et al.. 2009 :
Torenbeck et al.. 2010, Krieg. 2013, Gosper et al. 2013; Bowles et al, 2014 Borghi et
al, 2016 Fish et al, 2016; Hassel & Ridout, 2018). This expectation covers the social
sphere (Moorman. 2011, Samura, 2015) and has an intrinsi relationship established with
the contemporary labor market (Rolleston & Oketch, 2008, Park, 2009, Machado et al.,
2011, Bachan, 2014; Sarrico & Rosa, 2014, Sahin et al 2018.)

College life

Support for uaiversity i i (he Gansiton fom secondary (o higher cducation
(Brinkworth et al, 2009; Torenbeek et al. 2010; Foster & Hermann, 2011; Winterton &
Trwin, 2012; Krieg. 2013; Catterall et al 2014; Borwles et al,2014; Heublein, 2014; Jones.
etal. 2016: Hassel & Ridout, 2018)- it should also be done at other stages of the student
academic joumey in higher education, involving academic mobility. social clusion
(Harris & Marlowe, 2011; Samura, 2015). intemationalization (Kingston & Forland,
2008; Beaven & Golubeva, 2011) to foster experience and intercultural learning
(Kingston & Forland, 2008; Harris & Marlowe, 2011).
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Analysis. interpretation and categorization of the variables

Stakeholder
Connection

“The analyzed studies identified that the fanily legacy (Dias & S4. 2016) and the direct
influence of pareats (Spronken-Smith, Bond, Buissink-Smith, & Grige. 2009 Moorman,
2011: Khan, 2012; Winterton & Iwin. 2012; Sarrico & Rosa, 2014; Samura, 2015; Sabin.
Ekmekei, & Waxman, 2018), from the student himself (Krieg, 2013; Yeh & Tao, 2013;
Low. 2015; Borghi. Mainardes, & Silva, 2016). employers (Nicolescu & P [acaron] um.
2009 Samura, 2015) internal or extenal partners of insitutions (Brinkworth, Mecann.
Matthews, & Nordstrom. 2009 Pham. & Lai. 2016; Bowles. Fisher. McPhail
Rosensireich. & Dobson. 2014). as well as the communities to which they belong
(Griffin, Del Pilar, Mcintosh. & Griffin, 2012) can influence and affect studeats'
expectations regarding higher education institutions.

Individual and
Social
Development

The aspects related to this category refer o (he student’s expectation regarding the
development of competences. social skills and self-knowledge (Nicolescu & P [acaron]
. 2009; Park, 2009; Spronken-Smith et al 2009; Machado, Brites, Magalhdes, & Si.
2011; Krieg. 2013; Bowles et al.. 2014; Samura. 2015). And in the cusrent context of
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Economic and

conditions.

Economuc and financial conditions are related to student’s expectations and
circumstances that impact on his niversity life. the investments made regarding his
future life, and the perception of retum on earnings felated to education, leaming and
professional career (Rolleston & Oketch. 2008: Nicolescu. & P [acaron] um. 2009 Jones.
2010; Moorman, 2011 Griffia et al., 2012; Winterton & Iwin, 2012; Bachan, 2014
‘Hassel & Ridout, 2018)

Built image and

The insfifution’s reputation regarding the proposal offered and ifs maintenance fowards
the students is an clement that is intrinsically associated with the student's explicit and.
implici, intemnal and external expectations and is linked to the perceived value of the
institution. (Alves & Raposo, 2010; Jones, 2010; Bachan, 2014; Sarrico & Rosa, 2014;
Borghi: etal . 2016: Heffernan et AL, 2015; Hassel & Ridout, 2018). Among these values.
stand out the reputation for curricular excellence (Park, 2009, Khan, 2012) and the image.
as an HET that enables the student's personal and professional growth (Machado et al.
201).

Facilities and.

The perspective on mfrastructure mvolves fom physical elements (classtooms. study
areas, parking, physical comfort, aboratories, (Machado et al. 2011) technological tools.
internet and Wa-Fi network (Gosper et al. 2013; Bailie, 2014; Sarrico & Rosa, 2014;
‘Borghi et al 2016) to particularities such as sensory perception regarding physical and
‘psychicological safery (Yeh & Tao, 2013; Bowle. et al. 2014; Pham & Lai . 2016; Fish
etal, 2016)

(academic and
social)

Mobility refets o aspects related to the expectation of creating conditions for student
transit towards an integration experience with other campuses and even with studeats
from other countries (Kingston & Forland. 2008; Park. 2009; Harris & Marlowe, 201:
Griffin et al., 2012; Beaven & Golubeva, 2016; Pham & Lai, 2016; Heffernan et al,
2018).

and intercultural
learning

“The srudent’s expectation of inserting mself as a citizen in the social context where.
‘zeographical boundaries are closer including knowledge and learning about different
cultures, and the integration of the intemationalization process o the niversity journey.
(Kingston & Forland, 2008; Park, Harris & Marlowe, 2011; Pham & Lai, 2016; Beaven
& Golubeva, 2016. Heffernan et al.. 2018).
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