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Executive Summary 

The aim of the research presented here is to assess student satisfaction at the Aarhus 

School of Business (ASB) for the Summer University that was first introduced in July 

2006. The European Performance Satisfaction Index (EPSI) was adapted to 

incorporate student satisfaction in order to reach this aim, and was used as the main 

approach in our thesis. The necessary data was gathered from online surveys we 

derived from the students.  

Two studies complemented this model. On the one hand, structured interviews were 

conducted with all relevant lecturers and on the other hand, a survey was conducted in 

two waves with Summer University participants. In the first wave, the students’ initial 

expectations were measured and in the second wave it was the degree of fulfilment for 

these expectations that were measured. Results from the EPSI model indicated that 

participants of the Summer University were satisfied overall with the program and 

will remain loyal. Surprisingly however, the variable image showed no direct impact 

on perceived value, satisfaction, and loyalty. The results from the interviews showed 

that lecturers were well chosen, but not adequately prepared for the program. In 

addition, the survey results indicated that expectations were to some degree fulfilled, 

but certain attributes of lecture quality experienced a negative disconfirmation of 

expectations. Furthermore, the direct comparison of data from the lecturers and the 

students suggested problems with the information flow between ASB, the lecturers, 

and the students. From these findings it can be concluded that overall, the Summer 

University was a success in the introduction of a new study program; however, there 

are some areas that need to be improved. Thus, our suggestions include new 

positioning and better marketing for next year, concrete improvement of quality 

attributes and information flow, and a strategy for sustainability and expansion of the 

Summer University.  

Our work successfully presents student satisfaction with a threefold approach, not 

used hitherto. Combining all three approaches in one dissertation and establishing 

linkages and interrelations between them, provides an extensive insight towards 

student satisfaction. Considering ASB Summer University took place for the first time 

in 2006, the insights we provide and the recommendations we are able to give, will 

influence the further organisational and managerial development of the program. 
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1 INTRODUCTION 
 
Every nation’s prosperity and well-being relies on the quality of their human capital. 

Therefore, it is vital to continuously improve and adjust the quality of higher 

education to the fast-changing environment. Just like businesses regularly assess 

customer satisfaction, universities, for quite some time have also been conducting 

student satisfaction surveys. In order to guarantee high quality in education, it is 

imperative to identify what is important to customers, who are in this case the 

students. In relation to this, it also has to be acknowledged that higher education is a 

service industry just like any other. Although some traditional institutions are still 

struggling to accept this fact, it is the only way to survive in an increasingly 

competitive global environment, in which every university wants to attract the best 

students. 

  

In the last decade the Aarhus School of Business (ASB) has aimed to position itself 

amongst the most recognised Business Schools in Europe. The implementation of 

quality management tools, continuous improvement, an international orientation, and 

long-term strategy plans have paved the way. Such adjustments are crucial for any 

higher education institution in order to remain competitive. Additional pressure was 

built up by the Bologna Declaration in 1999, when new standards for teaching and 

learning were set throughout Europe. The ASB has faced this challenge and since then 

has become an accredited school of the European Quality Improvement System 

(EQUIS). The quality standards at EQUIS are very high and only the best Business 

Schools are accredited under this quality assurance scheme. 

As a part of this, the ASB can also look back on a decade of listening very closely to 

students’ opinions. In 1999, ASB researchers made a first attempt at assessing student 

satisfaction, using an approach usually used for customer satisfaction measurement. 

Results obtained by means of the European Performance Satisfaction Index approach 

turned out to be reliable and useful. Similar assessments of student satisfaction at 

ASB were conducted in the years after. More successful improvements showed the 

approach’s potential for real-life application.  

In 2006, the ASB decided to expand its study programs with the introduction of the 

first Summer University. Classes were offered in two terms, each lasting three weeks. 
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The schedule was tight as students were expected to study from nine a.m. to four p.m. 

at school everyday. The amount of enrolled students was satisfying and therefore, the 

first obstacles for the program were overcome. 

 

1.1 Background 
ASB’s reasons for introducing a Summer University program are manifold. First of 

all, other Business Schools had already introduced similar programs some years 

earlier. Although ASB has already had a summer program on Executive MBA level 

for quite some time, an equivalent program for Master students was still missing. 

By offering this extra service to ASB students, and of course also to external students, 

this gap would be filled. Additional reasons for introducing the Summer University 

are to allow students to finish their studies faster, therefore giving them more time for 

internships. 

As the Summer University took place for the first time in 2006, it seems logical that 

the assessment of this program is an important issue. Principally, the whole program 

is similar to other well-known summer programs. However, the threat of wrong 

organisation, scheduling, and management of the program seems to still be a problem, 

due to a lack of experience. The research presented in the following aims to assess 

student satisfaction, the lecturers’ point-of-view, and connecting all this with other 

additional material, to offer vital decision support for the successful future of the 

Summer University. Finding more information about the particular needs of the 

students, how curriculum and their design can be improved, and the perception of the 

administrative staffs’ work, will help ASB’s management to make the right decisions. 

 

1.2 Objectives 
The success at the Summer University will empirically be assessed by means of three 

approaches: 

 

1. EPSI model of student satisfaction 

2. Comparison of expectations and experience 

3. Interviews with the relevant lecturers 
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The EPSI approach will help us get a better understanding of issues that the students 

think are important. The model contains various variables that predict student 

satisfaction and student loyalty as outcomes. With the information we will receive, it 

will be possible to give an exact idea to some important issues. Firstly, the EPSI 

results will indicate how satisfied the students are and why. Secondly, it will show 

how loyal students remain to the Summer University and the ASB, and if they will 

recommend them to others. Furthermore, analysis of each item will give us an exact 

insight of the importance and performance of specific areas of improvement. 

 

The comparison of expectations before the Summer University, and the degree of 

their confirmation or disconfirmation after the Summer University will provide a 

different angle. Disappointment is often rooted in wrong or too high expectations. 

Thus, understanding the students’ expectations is a very important aspect in our work. 

By surveying students in two waves, it will be possible to draw fruitful conclusions. 

Possible scenarios vary between meeting the students’ expectations fully and not at 

all. Dissatisfaction, due to disconfirmed expectations, would have a huge impact on 

overall student satisfaction. Finding out more about expectations will therefore be an 

important angle and will ultimately help solve managerial problems. 

 

We believe that past research has often underestimated the great influence lecturers 

have on student satisfaction. Therefore, we will add the lecturers’ point-of-view by 

interviewing all relevant lecturers. This will cover the educational background and 

experience of the lecturers, their own expectations towards the program and the 

students, and their way of teaching at the Summer University. These aspects are also 

linked to some of the items used in our EPSI model approach. The results from this 

model will complement our knowledge and the role of the lecturers’ performance. 

Information gained from these interviews will make it possible to establish direct 

connections to students’ attitudes and perceptions. Additionally, recommendations in 

terms of areas of improvement will receive a stronger basis. 

 

1.3 Limitations 
The Summer University is divided into two terms, which take place, right after each 
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other. Every student is permitted to enrol in one class per term. Due to the information 

gathered from the Summer University administration, the majority of students were 

expected to participate in the first term. The first term also offered more classes than 

the second term. Some of the second term applicants dropped out of the second term 

after having finished the first term. This, among other reasons led to the decision, only 

to evaluate the first term of the Summer University. Our results still reflect the 

majority of the participants, as we had high response rates in our surveys. It has to be 

kept in mind however, that whenever the students or lecturers at the Summer 

University are mentioned, it only refers to the first term participants. 

 

Moreover, the amount of participants at the Summer University is not as 

representative as when assessing overall student satisfaction for an entire university. 

Hence, we shall not forget that the results are only representative to a certain degree. 

This may also limit its comparability to previous research, which is mostly surveying 

entire faculties or universities. 

 

When designing the first questionnaire, which was distributed before the Summer 

University had started, we included items related to grade expectations. Once the 

program had begun, it became clear that the relevant follow-up data would be difficult 

to obtain. Students’ grades from the Summer University were expected to be delivered 

no earlier than six to eight weeks after the final exams were written. This meant 

double the waiting time compared to usual exams, which made it impossible for us to 

keep the question about the fulfilment of students’ grade expectations. Not only was it 

problematic in relation to our own schedule, but even more for the questionnaire that 

was supposed to be sent out one week after the final exam, when impressions were 

still fresh, in order to receive meaningful results. This was very unfortunate as we had 

expected important insights into the students’ self-conceptions. 

 

1.4 Overview 
The structure of the report is outlined in Figure 1.  
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Figure 1- Structure of the dissertation 
 

The introduction in Chapter 1 gives a first idea of what this dissertation is about and 

what we want to achieve. In Chapter 2, we proceed with the strategic context of our 

work. Here, we will present the ASB and the Summer University, which builds the 

basis of our topic. Chapter 3 continues with the theoretical framework we adopt. In 

this chapter, we will describe the constructs of the chosen theories, the economic 

processes relating to them, and finally, we will state more explicitly what the theories 

predict and why this may be helpful for solving our research problem. The most 

important previous research will be focused on in Chapter 4. This will include 

research which has successfully applied our theories and is of great relevance to our 

work in particular aspects. The research questions in Chapter 5 will specify what 

exactly is to be investigated in the empirical studies. Following, in Chapter 6 the 

Summer University evaluation will be presented. After presenting the methods, we 

will continue with the results and discuss them in relation to the objectives. This leads 

to Chapter 7, where we will focus on the conclusions and recommendations that can 

be made, based on the results we received. This section will summarize the key results 

and indicate how our results will help improve the Summer University in terms of the 

“real-world” problem. 
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2 STRATEGIC CONTEXT 
 

In order to understand the background of the Summer University, more detailed 

information about the Aarhus School of Business will be presented in the following 

chapter. Beginning with the historical background of the ASB, we will then proceed 

with the school’s strategy and past experiences with Total Quality Management 

(TQM) in higher education. The chapter will conclude with the ASB Summer 

University in regard to its characteristics, goals, and benefits. 

 

2.1 Historical background 
The ASB is situated in Aarhus, Denmark. The predecessor of the ASB can be dated 

back to the 19th century, known then as The Jutland Business School (Den Jyske 

Handelshøjskole, DJH). At that time, it already provided young students with an 

education in business, economics, and trade. The ASB, as we know it today, was 

founded in the year 1939 and has constantly grown in size, staff, and students (ASB, 

2006a). ASB has an annual budget of approximately DKK 320 million. 

Today, ASB is one of Denmark’s 12 universities. Approximately 485 full-time and 

700 part-time faculty and academic staff are employed at the Business School. The 

total amount of students is around 7000, of which are 2000 part-time students and 800 

foreign students (ASB, 2004). This makes ASB the fifth largest EQUIS accredited 

business school in Europe. 

Until spring 2005, ASB had two faculties: the faculty of Business Administration and 

the faculty of Modern Languages. The University Board then decided to merge these 

two faculties into one, in order to become more effective in future competition for 

both students and research funds. In doing so, they wanted to achieve increasing 

cross-functional thinking in research and education, as well as harmonize procedures 

and processes (Østergaard & Kristensen, 2005). 

 

2.2 Strategy 2006 – 2009 
ASB has formulated a strategy for the next three years. The strategy document 

outlines what the ASB aims to look like in 2009, which direction it will go, and how 

its priorities are set (ASB, 2005). 


