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Introduction

A few events that I experienced as an academic teacher became the inspira-
tion to write this article. As a consequence, I will focus on two events, which
I believe are inseparable from each other. First of all, the higher education sys-
tem is currently in the reform phase. Secondly, its important part, if not the most
important are the students. They — in the course of didactic classes, but also be-
fore and after studies completion — remain and ask some questions and arise
problems. It would not be surprising if these problems concerned substantive
content discussed in class. However, they go beyond these and concern many
dimensions of their daily lives. These events cause my reflection on the role of
the university about the needs and expectations of students as beneficiaries of
this educational institution. I assume that if a student articulates his/her needs,
and they are often very personal, it means that a student expects the needs to be
included in the space of the university. The question arises: do the managers of
an educational institution at the higher level realize the expectations of their re-
cipients? Do they take into account the students’ needs and how do they organ-
ize the offer of support in many dimensions of students’ existence?
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Needs and expectations of students

Whether today’s higher education system responds to the needs and expecta-
tions of students is difficult to answer unequivocally, especially since there are
no such studies at the national level. The activities of individual universities may
indicate that they carry out, in fact, analyses concerning, among others, the se-
lection factors of both the university and the field of study, the students’ expec-
tations towards the education process and attempt to monitor the further life of
graduates.

There raises the question: are the assumptions of the Bologna strategy com-
ing down to achieving properly the intended goals implemented by universities?
Alternatively, maybe the focus was too much on the graduates’ preparation for
the labor market and neglected other dimensions such as:

— development and maintenance of a broad base of advanced knowledge (for
the knowledge society),

— preparation for being an active citizen in a mature democracy,

— personal development of learners'.

Focusing mainly on the dimension of student preparation for the labor mar-
ket, the university implements its utilitarian mission. Meanwhile, its main goal
should be to create conditions for developing the talents and skills of each stu-
dent, thus discovering, stimulating and strengthening of his/her development po-
tential. Education conducted in a higher education institution should, therefore,
take the face of “an investment good” and not just “a consumer good*”.

Focusing on the fields of education with the prospect of only entering the la-
bor market is a missed perspective. The fact that the task of the university should
be to ensure the comprehensive development of the student/graduate provide re-
search conducted by J. Konieczna-Satamatin among graduates who said that

[...] students generally do not choose a field of study [...] regarding future employment,
they also rarely admit to being subject to environmental pressure in this matter (e.g. par-
ents or teachers). They are most willing to talk about their interests or passions’.

Therefore, a university is a multidimensional educational space. It is the
space in which we learn to be ourselves now and in the future, the possibilities

Deklaracja Bolonska. Szkolnictwo wyzsze w Europie. Wspélna Deklaracja Europejskich Mini-
stréw Edukacji, zebranych w Bolonii w dniu 19 czerwea 1999. http://ekspercibolonscy.org.pl/
ekspercibolonscy.org.pl/sites/ekspercibolonscy.org.pl/files/1999 PL Bologna Declaration.pdf
[date of access: 19.05.2017].

Cf. E. Potulicka, Uniwersytet na wolnym rynku, [in:] E. Potulicka, J. Rutkowiak, Neoliberalne
uwikilania edukacji, Krakow 2012, pp. 281-297.

Following: A. Wroczynska, Oczekiwania wspélczesnych studentow wobec uczelni wyzszych —
prezentacja wynikow prowadzonych badan, Studia BAS Nr 3(35) 2013, s. 249-272
http://orka.sejm.gov.pl/wydbas.nsf/0/88 A01F525FBD1451C1257BDC002A2C0A/%24File/Stu
dia BAS 35i-12.pdf [date of access: 18.05.2017].
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between being and becoming in both the material part of the environment and in
the mental space “[...] The educational space, just like the physical one, is not on-
ly given, but it is still given to us, not only discovered but still discovered by us’™.

Higher education understood in this way requires its managers to adopt long-
term activities that are compatible with the needs of internal (students) and ex-
ternal (local environment) stakeholders.

Meanwhile, the weakness of Polish universities to promote the development of
the student's potential is the underdeveloped model of cooperation with the socio-
economic environment. This fact is confirmed by the results of research from the
Report “Diagnosis of the needs of universities, students, and graduates in the field of
building lasting relations between the university and the student — a graduate based
on mutual exchange of knowledge and experience™. We can read in it:

Current relations of Polish universities with their surroundings are shallow and usually
limited to declarative forms. The main barrier preventing the existence of valuable uni-
versity-graduate relationships is the lack of a developed model of cooperation in this ar-
ea. The reasons include the traditional vertical organizational culture of the university;
omitting the role of a graduate in the life of the university; educating students bypassing
the need to learn throughout life®.

Diagnosis of students’ needs and expectations

Striving to raise the culture of quality of higher education, managers of edu-
cational units should pay attention not only to formal and legal guidelines in the
organization of the university but also to listen to the voices of the direct benefi-
ciaries they serve, that is students. They, as I emphasize in this article, are the
most valuable assets of a university. Students’ needs and expectations are a de-
terminant for constructing appropriate conditions for their comprehensive, multi-
dimensional development in the course of life. As long as we do not hear these
voices and we do not take into account the organization of places in the university
space, “the student will be for the university”, not “the university for the student”.

Striving to improve the management system prevailing in higher education,
I attempt to construct a cognitive diagnosis regarding the needs and expectations
of students in many dimensions of life and the system of educational and socio-

* M. Piasecka, Od redakcji: Miedzy porzqdkiem a chaosem, “Podstawy Edukacji” 2015, 8: Mie-

dzy porzqdkiem a chaosem, p. 10.

,,Diagnoza potrzeb uczelni, studentow i absolwentow w zakresie budowania trwatych relacji
uczelnia — student — absolwent opartych na wzajemnej wymianie wiedzy i doswiadczenia”
w ramach projektu innowacyjnego ,,Model ksztalcenia przez cale zycie w oparciu o trwalq rela-
¢j¢ z uczelnia: ideAGORA- absolwenci kapitatlem uczelni” Programu Operacyjnego Kapitat
Ludzki, Warszawa 2013. http://www.ideagora.mazovia.edu.pl/sites/ideagora/files/pages/672/
raport_z badan poglebionych cm 31.05.2013.pdf [date of access: 19.05.2017].

® Ibidem.
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cultural services that the system can offer and provide for them. From this per-
spective, it seems interesting to me not only to show the places of official (insti-
tutional) student support but the systematic arrangement of these places in the
university space about the student’s expectations and his/her independent func-
tioning in the society and the labor market.

My diagnosis aims to examine the needs and expectations of students to-
wards development and support their overall development potential and to raise
the culture of quality of higher education (including educational, social and so-
cio-cultural services).

For the research formulated in this way, I formulated the main problem:

Does the system of providing educational (education and upbringing), social
and socio-cultural services functioning in the university space meet the needs
and expectations of students towards development and support of their overall
development potential and raising the culture quality of higher education?

To achieve the diagnostic goal, I distinguish the scopes of services provided
by the university to students and the dimensions of their expectations and needs.
1) The scope of services provided to students (educational, assistance, socio-

cultural, etc.) within the legal framework (external and internal acts).
2) The scope of student’s expectations and his/her needs:

— in the field of education (educational services — education pro-
grams/preparation for the profession (practices, internships, additional
courses, consultations, participation in conferences, etc.),

— 1in the field of assistance and support offered by the university (assistance
services — cash benefits (scholarships, grants, concessions, subsidies,
etc.), non-monetary: career guidance, psychological support, support for
people with disabilities, legal counseling, etc.,

— in the field of participation in the social and cultural life of the universi-
ty/and further environment (scientific circles, development of interests,
participation, and organization of cultural/sports events in the university
and outside, volunteering, etc.),

— in the field of student’s functioning at the university (rights, duties,
availability of services, information about them, accessibility and partic-
ipation in university bodies, self-government, sense of influence and
agency (learning democracy),

— students’ expectations in the field of service management in the universi-
ty (student management in an individualized approach).

From the opinions of the students gathered as part of preliminary pilot stud-
ies conducted by me, it appears that the universities have dispersed, unorganized
procedures and tools for providing student services that are possible within the
social and legal order of the university, which do not take into account the indi-
viduality of the student. For example, students need: places conducive to direct
interpersonal contacts; organization of meetings integrating students — the need
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for direct contacts; support (institutional and personal)/one person who will help
to solve social students’ problems but also of the closest family members (alco-
holism, gambling, diseases, etc.), availability of créches, kindergartens not far
from the university, cooperation with potential employers, etc. These are just
a few cases that signal us that a student is a person who, when coming to a uni-
versity, comes not only “for something”, but also “with something”. With moti-
vation, enthusiasm, dreams, and problems, which he/she hopes to solve with the
support offered by the universities — that someone will help them solve this here.

It is, therefore, necessary to redefine: the social role of higher education’, by not
only verifying and modifying the didactic offer (education programs) but referring to
the changing expectations on the one hand from the graduate entering the broader
social world, including primarily the labor market, and on the other hand to the insti-
tution to prepare/create conditions for overall development throughout life.

The emerging new, innovative didactic-developmental formulas of the tutor
or mentor type, apart from the usual role of the guardian of the year, give rise to
competence anxiety among lecturers and students as well as organizational dis-
order®. Existing organizational units, which functioning scope includes support
and help for the student, operate according to their own rules, strictly defined
tasks, and competences, without creating a comprehensive (holistic) support sys-
tem for students’ potential.

This situation often causes organizational chaos experienced mainly by stu-
dents. If one wants to create a culture of quality at a university, one should treat
the academic community, and in particular students, as the most valuable assets,
because they are part of the organization on the one hand, and on the other one
they are beneficiaries of services that should respond to their needs and expecta-
tions in the broader social and economic context of the country.

Summary
Case Management as a proposal to manage educational institutions

In the range of my research, there is a Case Management (CM) method un-
derstood as a method of student’s case management in the direction of support-
ing its overall development potential in the space of the university and enabling
to achieve a “high” quality of culture of higher education’.

" M. Lawicka, Spoleczna odpowiedzialnos¢ uczelni wyzszej w Polsce, “ZN WSH Zarzadzanie”

2016 (3), pp. 217-220.

M. Mirowska, Poréwnanie poje¢ mentor, tutor, case manager w kontekscie teorii i praktyki,
,,BICHUK micisiiuiuioMHoT ocBiTr: 30ipHKK HaykoBUX mpaup”’, 3(32), 2017, p. 61-70.

M. Mirowska, Case management (zarzqdzanie przypadkiem) jako technologia przysztosci
w szkole wyzszej, ,,Jlenaroriqai HayKu: TeOpis, iCTOpis, IHHOBaLilHI TexHOJOTI] : HayK. JKypH-
an”, 6 (70), 2017, p. 108-116.
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So far, the Case Management method has been successful in Germany in the
existing system of educating employees of social services in contact with an un-
employed person. The basic idea of CM consists of two levels: the first is the di-
agnosis of the recipient of the service, his/her needs, capabilities, individual and
environmental limitations, and the second one which is the effect of the first one
— the development of the help service by a Case Manager together with the re-
cipient, to support his/her potential. This plan includes providing the customer
with the right service at the right time. The Case Manager is always responsible
for organizing these activities, with the help of an assisted person and with
his/her consent'”.

In my opinion, managing educational institutions in the scientific-didactic
and administrative dimensions within which it is possible to provide pro-student
services using the Case Management method gives the prospect of raising the
culture of higher education quality, which aims to individualize the educational
process. Adaptation of the educational offer by the university to the largest pos-
sible extent to the individual recipient (student), rather than “matching the recip-
ient” (student) to the unified educational model (unfortunately ignoring the edu-
cation dimension) is possible by using Case Management and it is a part of
achieving the strategic objectives in the Strategy for the Development of Higher
Education 2010-2020 — environmental project'".
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Summary

A student is the main beneficiary of the educational service provided by a university. The universi-
ty, being an educational institution, is subject to formal and legal provisions that define its func-
tioning. Legislator’s provisions regulate the main requirements that higher education institutions
must meet, and their clarification is constituted by internal legal acts established in the university
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depending on its type, strategy or development policy as well as the subject and object resources of
the university in close and further surroundings. Taking into account the student’s needs and ex-
pectations is a very important issue, decisive for the quality of the university’s work in the utilitar-
ian and investment dimensions. The long-term policy of creating conditions conducive to the de-
velopment of the student’s potential in many dimensions of his/her existence (satisfying develop-
mental needs) may bring results for raising the culture of quality of higher education. The existing
system of services provided by the university is unclear, disordered and, above all, does not have
the characteristics of an individualized approach to the student. The fragmentation of services
causes organizational chaos and disorientation of the recipient. Case Management may be an alter-
native to the system that functions in the way described above. The idea consists of two stages: the
diagnosis of the student’s needs and expectations and an individualized plan of help in achieving the
goals of education by satisfying the needs in multidimensional development lasting the whole life.



