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Abstract

In the age of demonstrated outcomes assessment and changing technologies, it is necessary to
incorporate quality assessment in higher education academic programs to ensure pedagogical outcomes.
Innovative quality assessment is a tool, when utilized, that can provide data to inform educational
approaches ensuring outcomes consistent with students’ perceived outcomes as the use of a digital
platform become increasing common in the delivery of higher education. This paper focuses on the
benefits of higher education quality assessment and the importance to students and other stakeholders,
especially as the delivery is trending more digital. The approach to innovative quality evaluation and
system of quality development is crucial to achieve competitiveness of every higher education
institution. It allows for sustainable growth and development of skilled and motivated graduates to join
current and future workforce to support development of society, nationally and internationally. The
paper aims to identify factors that determine quality education as perceived by students and the
importance of the pursuit of education impacting personal and professional development in light of the
shifting digital modalities. Significant factors influencing quality perception by students are presented
and included some of the following: practicing; open and discussing teachers; subject extent; and focus
on newcomers. These factors are also linked to the impact on development of students’ independent
skills and the ability to expand knowledge specific to the field of business, thus ensuring quality
outcomes.

Keywords: quality assessment; student perception; retention; academic performance; digital technologies;
education;

1. Introduction

The current shift to online teaching which was accelerated by the COVID-19 brought a number
of opportunities and challenges for higher education quality. The wide range of activities that
are impacted need to be successfully managed in order to meet all stakeholders’ expectations.
The main issues which came to the light are the quality of online teaching, technological literacy
and achievement of all learning outcomes and competences of graduates. The improvement of
the quality level of higher education is main theme of may authors, among others by (Garwe,
2014), Deveci (2015), Leonnard (2021), Snydrova et al. (2021). Todays and future situation

requires even greater focus on quality management due to ever changing conditions and
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environment. He and Hutson (2016) and Heffernan et al. (2016) add that the most crucial in the
quality assessment in the future is focus on competences for practice and development of
initiation for life-long learning. The increased need for social accountability put a pressure on
university leadership to constantly develop their programs and quality assessment in line with
ethical and social values. It is necessary to provide transparent outputs to ensure reliability of
an institution, its staff, faculty, curricula, programs and learning outcomes. Academic quality
needs to be created and managed as a complex, mission-driven processes closely attached to
constant reevaluation, improvement and achievement of better results. Data analysis, constant
feedback and knowledge management form are necessary to be provided and all stakeholders
must be part of data collection. Results need to provide information for a university, public,
students and other interest group and need to be taken as a starting point for constant redesign,
reevaluation and improvement (among others: ACBSP, 2020, IACBE, 2019). Academic quality
relates to quantitative and qualitative levels of several factors, especially on human, financial,
material resources, but most importantly, on quality of education processes and its readiness to
deliver learning outcomes. That means the interaction between faculty and students, faculty
development and scholarly activities. This all have to be under umbrella of innovative curricula

and future-oriented strategic management.

The urgency of a quality-ensuring process in higher education is increasing due to demographic
changes, new trends in society, and shift to new technologies which were accelerated by the
COVID-19 and necessity to change the form of delivery while maintaining or increasing level
of quality. It is obvious that universities are currently located in changing environment which
may lead to either success or failure. Higher education institutions have to provide the best

service quality in order to attract interest of students, potential students and other stakeholders.

Furthermore, students’ perception and expectations of a quality education currently albeit with
increasing use of technology. Revealing impacts of these incremental changes form a crucial
theme of this paper. This theme is supported by results of several primary and secondary
statistical analyses complemented with data captured from over 1,500 students. Categorization
of students according to their various matriculation is grouped to further determine impact of
digital modality. The results will better inform retention strategies of students with different
preferences and aspirations using their attitudes, emotions generated from data evaluation.
Findings and implications of this study can be used by higher education institutions to further

refine their approach to work with students on their academic preparation retention.
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2. Theoretical Background

The quality education assessment is crucial to provide up-to-date information on efficiency of
a given institution Mazais et al. (2012). Higher educational institutions should be able to provide
updated responses and updates on their teaching-learning processes and supporting activities.
Universities are currently forced to excel in ongoing assessment of programs and all activities
(Dufour, 2015). There are numerous aspects to be assessed. According to Simic et al. (2019)
the most important criteria are organization of the study, the quality of the study program,
usefulness of the information obtained, study program as a source of personal development,
quality of services provided by both academic and non-academic staff, competencies of staff
and faculty, accessibility of sources etc. On the other hand, Hossain et al. (2018), further suggest
in-depth assessment of curriculum quality, teaching competence, service facility and also
service delivery. In their words, students' perceived satisfaction depends mostly on service
facility. Ashraf et al. (2009) based on their study suggest measurement and reporting on the
following areas: (1) faculty’s academic background, (2) teaching experience, (3) updated course
content, (4) communication skills and least but not last (5) fair treatments to students.
Additionally, the study points at importance of classroom facilities, academic calendar, campus
facility, research facility, cost of education and quality education in general on students and
their perception of quality. In general, most of the authors suggest that it is a teacher who is
usually perceived as one of the most important variable in student quality perception, as a
teacher is always the one who has the main impact on student learning outcomes and the
likelihood of successful completion of studies (Wachtel, 1998; Tram & Williamson, 2009; Flegl
& Andrade Rosas, 2019). To gain the best outputs from teacher, Feldman (1996) stresses the
importance of preparation of the teacher and his/her organization of the course, the clarity and
comprehensibility of the interpretation and course delivery, fulfillment of the course objectives
and the outcome or impact of the course. Zeithaml (1988) adds that student satisfaction and
motivation to graduate rise when a university provides an environment that generally facilitates

and simplifies learning.

The students’ assessment of a higher education institution is usually impacted by several areas,
such as peer opinions (Ryan, 2001), teachers’ motivation (Sammons et al., 2011), academic
responsibility (Merchant et al., 2012), implementation of practical examples and case studies
to increase students’ professional competences (Colombo & Gomez Pradas, 2014), interactivity
of tuition and engagement of students in their education processes (Gamiz Sanchez et al., 2014;

Kramarsky & Michalsky, 2009). Very important for students is the interest of students

JATES: Journal of Applied Technical and Educational Sciences


https://doi.org/10.24368/jates.v11i4.288

Vol. 11, No. 4, 2021  pp. 1-20 https://doi.org/10.24368/jates.v11i4.288 4

themselves, which is usually influenced by the above-mentioned factors, their peers, attitudes
of teachers and teaching materials or the university environment (Hopland & Nyhus, 2016),
which includes technologies, i.e. e-learning, video leactures, online tutoring and flexibility in
time and place from both teachers and students (Alepis & Virvou, 2014). Bryk & Schneider
(2002) add that interpersonal relationships among students, teachers, and other university staff
plays an important role together with social school environment in general. In general, studies
mapping the relationship between students’ interest and their study results have long history
(i.e. Devadoss & Foltz, 1996; Dolton et al., 2003, etc.). The conclusions of these researches
states that attendance of lectures, seminars, etc., leads to higher success rate of students (Stanca,
2006). Lindtstadt (2005), McCluskey et al. (2004) add that students’ motivation, satisfaction,
outputs and positive evaluation of an institution are affected not just by an individual, but also

by family or societal ones.

Additionally, students are coming to higher education with a different performance focus
(Trajkovik et al., 2018; Voronchenko et al., 2014; Savva et al., 2017). Furthers, students are
always affected by a comparison to others by teachers and peers. The overall performance
results also impact students” motivation and satisfaction which impact also their evaluation of
an institution. Furthermore, students will reach successful graduation only when they are
adequately motivated. Thus, to reach optimal internal motivation is necessary in regard to

individual competencies and personal characteristics (Zhdanko, 2018; Trajkovik et al., 2018).

2.1. Technologies in quality assessment

Currently, higher education institutions need to focus on implementation of remote tools and
procedures in online teaching, solving issues related to the pedagogical approach, formulation
and implementation of new ways to prepare students for the required skills in information and
upgrade digital literacy for online teaching (de Boer, 2021; Stone, 2021) and change
professional internships (Silva, 2021). The digitalization and online teaching is a challenge
especially for practical training, ethics and integrity of online testing and of course, online
lectures had to convey theoretical and practical knowledge (Kidess et al., 2021). A very
important area is the evaluation of this form of teaching by regular and periodical feedback
(Kidess et al., 2021). Digitalization of delivery also causes changes in curricula (Silva, 2021).
Universities need to adapt their curricula by supplementing them with learning strategies that
are compatible with virtual learning environments (Silva, 2021). Based on reported studies,

online teaching of theoretical and practical subjects shows significant differences in nationality.

JATES: Journal of Applied Technical and Educational Sciences


https://doi.org/10.24368/jates.v11i4.288

Vol. 11, No. 4, 2021  pp. 1-20 https://doi.org/10.24368/jates.v11i4.288 5

Despite the fact that some practical subjects were moved to a virtual environment, the level of
satisfaction among students with practical teaching was lower (Ferro et al., 2021).

Online and distance delivery significantly impact psychic and social behavior of students and
in some cases lead to the burnout syndrome and impact the overall mental health of students.
According to Zis et al. (2021) and Roig-Vila et al. (2021), online teaching carries significant
risks, especially emotional exhaustion. Distance learning through technologies influence
communication with students and impact teachers” relationship to teaching. Teachers have to
fully rely on virtual classroom to teach and communicate, they need to be aware and identify
communication needs and barriers, and constantly working to improve communication so that
students are not alienated (Roig-Vila et al., 2021). Furthermore, although teachers use a
synchronous type of audiovisual communication, communication with students in the online
environment is still imperfect and requires further elements and improvements. Alhadreti
(2021) in his study assessed the usability of online teaching aids, such as virtual whiteboards,
questionnaires, etc., which could lead to improved communication with students. The outputs
show that the communication needs to be further strengthened by other elements, because like
Zis et al. (2021) and Alhadreti (2021) stated, communication within online teaching proved to
be insufficient even from the point of view of academic staff. Pasion et al. (2021), add that the
degree of involvement in teaching, the degree of motivation and connection to the university
was also more difficult to achieve when lessons were only online. Further efforts should be
made to ensure that online tutoring does not impact above mentioned areas. One of the paths is
hybrid education, or mixed education, which combines elements of online teaching and full-
time teaching. On the other hand, digital education means an opportunity to expand activities
and educational events in the field of informatics, work with resources, etc. through online
form. All activities have to ensure strengthening of students' digital competencies (Martzoukou,
2021).

Based on the above-mentioned, institutions have to tailor curricula and delivery methods to
achieve learning outcomes required by specialized accreditors even in online system. Higher
education institution also needs to ensure performance of students to achieve competences
necessary for their jobs through online studies (Mocanu et al., 2014). Uuniversities have to
responded adequately to protect staff and support them in technical and technological literacy,
upgrade communication and support mechanisms (Wang et al., 2021; Karasmanaki &
Tsantopoulos, 2021; Gamage et al., 2020; de Bruin et al., 2020; Baloran, 2020; Huckins et al.,
2020; Peters et al., 2020; Zalite & Zvirbule, 2020; Agasisti & Soncin, 2021). In times of changes
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and crisis, universities need to continue to fulfill their mission and functions, especially in key
processes. Therefore, the transformation of teaching into other forms have to take place
(Agasisti & Soncin, 2021).

Online teaching brings also broad opportunities, such as flexible online teaching; international
coordination and cooperation; strong university leadership; proactive preventive measures;
flexibility to verify results in terms of meeting deadlines and tests; fast, straight and open
communication by university leaders (Gamage et al., 2020). The aim must be to ensure
compliance with the quality teaching and all processess, which have to meet the requirements
of external bodies, accreditors, stakeholders and public (Gamage et al., 2020). One of the
measures suggested is the creation of teams that focus on quality and its further shift, especially
in the areas of learning, teaching and student accommodation (Gamage et al., 2020). For
evaluation of online teaching, it is necessary to put in place a mechanism that control both the
quality of employees' work and their performance (Aguinis & Jing Burgi-Tian, 2021). Teaching
in subjects that require practical demonstration methods has to be managed and evaluated
carefully. Otherwise it may be reflected in a lower quality of education and work of graduates
in practice after graduation (Puljak et al., 2020). To maintain the quality of education, it is
recommended to use the black box method, to create a system of student support by
administrative staff and to do the same in relation to teachers (Agasisti & Soncin, 2020).
Overall, positive attitude of teachers, their fast decision-making and mutual communication
with students has a great influence on the level of study and its results in the environment of
online teaching and also on its communication and facilitation. The processing of instructions
in the form of Best Practice is also very helpful and contribute effectively to the situation
(Barbosa, 2020; Day et al., 2021; Mackert et al. 2020). Yuriy (2017) and Knight & Yorke
(2004) found that attention needs to be paid in development of teachers and staff abilities linked

to crisis management and planning, problem solving, and continuous improvement.

3. Methods

To provide insight into the phenomena of quality assessment in higher education, research used
analysis of secondary sources, data gathering through questionnaire, data analysis of financial
reports and knowledge synthesis. The research was designed based on theory and similar studies
(see the theoretical background). Respondents’ reactions to target statements and their attitudes
to the situation were studied. The statements were developed based on literature search and in

some cases modified according to the specifics of our study purpose to fit the conditions. Based
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on this design, our study results may help other institutions in their application to meet students’

needs in online or distance teaching.

The paper focuses on an in-depth discussion of the preferences in higher education by students
given current discussion of the changes and value of online university education. Qualitative
data were processed and analyzed based on Hendl (2016). The content analysis of responses
from open questions and interviews was conducted. The resultant coded data and tables were
created and the results were interpreted according to individual categories. All qualitative data
were analysed based on the transcript of answers. This research refers to an in-depth, detailed
study of individual responses resulting in a narrative description of situation during online

learning or experience with the nature of the distance education.

The data for our study was collected in a questionnaire investigation by a computer assisted
web interviewing (CAWI). The data collection started in 2020 and followed in 2021 by

interviews. Students were responding to the experience of online or distance learning.

The data were gathered from 1,722 students in higher education in the Czech Republic. The
sample contained only active students. The evaluated areas were related to evaluation of online
education, use of alternative forms for exams and control of studies, evaluation of abilities to
achieve learning outcomes through online delivery, evaluation of the institution communication
and providing information and ensuring quality. All questions were open with a space to write
text answer. All answers were mandatory. Pilot survey was made prior to the main research on
54 respondents. The results of pilot survey shown adequate results and Cronbach alpha

confirmed validity of constructs and thus the questionnaire was used for the final questioning.

The content analysis was used to analyse interviews. Interviews were made online by MS
Teams. Totally, 173 interviews by eight interviewers were made and respondents” answers were
transcribed into Excel file. To make replicable and valid outcomes from texts, categories were
use based on the matter of the contexts and their use. The method clearly identifies areas of text
that are not clear in the responses at the first sight. The steps of our quantitative content analysis
reflected main steps according to Disman (2018). The qualitative categories formed units for
analysis. The units and their context were analysed and attention was also paid to individual
words. Logical clusters of units were recorded. To create system for statistical analyses, the
nominal quantification was used to monitor frequencies of occurrence of each unit or category.
The final number of occurrences of each unite and category was loaded. The outputs from this

analysis were further studied and statistically processed. The data were inserted in tables and
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descriptive and two-dimensional statistical tests by correlation analysis were used to evaluate
the data.

4. Results

Students evaluated the best the possibility to be part of the teaching-learning process. Activities
such as presentation of their project, seminar or workshop designed or led by students or groups
or other possibilities to discuss with the teacher and other students and colleagues were
mentioned. These activities help students to be active part of the process and leads to
improvement of their performance and learning outcomes. The revealed correlation is very
strong (p<0.001).

Based on result of analysis students’ expectations are satisfied when the subject is adequately
placed in the study plan and program. Students expect the subjects to be in accordance to their
study plans and their programs, providing logical structure and ongoing gradual development.
This is important for their satisfaction with the education process and leads to positive

evaluation of quality education and its modalities (see details in Table 1).

Table 1 Perception of quality by students

Hypothesis Correlation
coefficient
Positive evaluation of course - connected to practice 0.895
Courses are gradually developing knowledge — performance development 0.527
Courses are understandable — teacher adjust explanation to students 0.799
Courses are positively assessed — teacher express emphasis 0.547
Teacher are positively assessed — giving opportunity to express opinion 0.564
Focus on practicing — attractiveness of courses 0.555
Active involvement of students — motivates to learn 0.620
Teacher leads by example — use of modern teaching techniques/technologies 0.616

As results of tests suggest, students assess courses positively when the pace and style of
explanation are adequate, involving and focusing on students and practice. These areas have a
significant impact on students’ positive attitude and motivation to learn and perform.
Following, it is necessary that teacher focuses on the student and study group to reach study
goals and learning outcomes. This is also confirmed by significant correlations showing relation
between appropriate explanation and perception of courses as understandable. Another
important factors in online education proven to be carefulness of teacher, ensuring students
understanding, opportunity to express opinion. Distance education need to be student oriented.

Teachers are positively assessed in case they care about students’ understanding and discuss
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with students. Students motivation rises when they are active part of the discussion and are able
to express and discuss their opinions to unite their thoughts.

Similarly, important is also orientation on practice. Students assessed courses as attractive and
motivating when real-life case studies and examples are given and discussed. Teachers should
place emphasis on these aspects. Furthermore, use of modern teaching techniques inspires
students. Attention of students can be attracted by any teaching techniques, but students are
attracted by discussion and practical application of studied theory. To achieve learning
outcomes, the best way is to use practical orientation and explanation by teachers. The more
practice-relevant are courses the more the students are attracted and motivated and it leads to
positive assessment and achievement of learning outcomes. Student-centered education is

preferred and support student attention and participation in the education process.

The impact of interest in courses on assessment of education process was further studied.
Results show that subject and its content do not always relate to student interest in courses.
Relations were found only in profiling courses, rather than general. In specific areas, students

are attracted by the content of subjects and the teachers’ experiences.

In the view of attendance, students are mainly attending hundred per cent at courses that they
perceive as difficult. Courses that are referred as having excessive load and are perceived as
demanding are the most attended.

Interest in courses also relates to teachers and their reference. Students follows teachers’
evaluation by their peers and are attending those that are pointed as the best. Students appreciate
help of a teacher and the possibility to discuss, ask questions and communicate about

problematic areas.

However, student interest in lessons and courses also depends on their own experience in higher
education. Freshmen students attend courses more often than in the following years. On the
other hand, specialized subjects are often highly attended by students in higher grades. Students
usually appreciate deep and practical focus of these courses and are interested in the specific

content.
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4.1. Current impact of technologies on quality education

Students evaluate their online or distance studies mostly positively. Only five per cent of
students report negative experience. The largest category of positive evaluations contains
generally positive evaluation. Excellent evaluation was given by over ten per cent of students
Most positive was according to students the possibility of having all courses flexible online as
well as exams. Along with their online studies, students mostly appreciated fast reactions of
teachers and staff, and excellent communication with the administrative staff. Important for
distance students is up-to-date information. The mostly appreciated were fast reactions and
sending most important information immediately by short text message (SMS) to students’
phones.

Important for distance students is flexible support and on-demand consultations during the
process of writing seminar papers, thesis and other written, papers and projects. Higher
education institution should be also able to provide flexible exam dates and use flexible exam
forms. Distance students praise Advisory Centre if an institution has one. During online
education, students expect some administrative staff to be constantly online and providing
answers to students” questions and concerns. Technical staff that would help solving problems
during online live lessons are also highly appreciated. Furthermore, friendliness towards
students is another important factor stated by ten per cent of students.

Complaints of students usually concerned insufficient information about the study (five per
cent), difficulties to access libraries (another five per cent of students). Around five per cent of

students have difficulties with use of technologies and need further support.

The most important for distance students are clear schedules without changes, fast management
of changes and an opportunity to watch missed lesson on-demand (this was expressed by over
forty per cent of students). Another important area stated by students is speeding up the process

of evaluation of exams, papers and projects.

Following the content analysis, the answers were sorted according to the area they describe into
five categories: social impact, self-study, online education process, exams and information. The

most characteristic comments were selected into each category and described below.

In the area of social impact, comments such as the following were mostly found:

Students lack social interaction: Everything was nicely explained and | was able to orient

myself. The only downside is that | haven't been able to meet anyone in person, including my
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classmates. So far, the school has made a positive impression on me.” B Students positively
evaluated online lessons which could be always attended without excuses: “I evaluate my
studies rather positively, as | could not make excuses (not go to school) and participated in the
vast majority of lectures / lessons. ” Further, students welcomed additional possibilities online:
“I also welcomed the offer of workshops that | have visited several times.” Finally, students
appreciate possibility to watch lessons later if they cannot attend live: “7 very much welcomed

the possibility of lectures on the YouTube channel and the possibility to watch them any time. ”

In the area of self-study students appreciated video-learning: “I¢ is possible to see video-
learning and script to study on demand any time and refresh most important knowledge.”
Students appreciated meaningful use of their time: “7 (...) pay maximum attention to my study
obligations. Distance learning suits me very well. ” Or: “I have a very positive time to study for
the tests, to write written presentations and more time for personal life, | like it like this.”

Similarly: “I can devote my time to write a written paper and learn for tests at my convenience.”

Students evaluated online education process mostly positive. Students evaluated attendance on
video courses as better and students as more active: “In addition, it seems to me that there is
more participation in lectures and students are more active.” Other student added: “The
possibility of an alternative test is great.” Or: “To be allowed to take the exams in a different

way was beneficial for me. Alternative online lectures | found suitable and not less interesting. ”

Timely information is crucial. Students had these typical comments: “Willing staff of the
Information Center always advised me and cleared information”. “The first necessary info
came by text message, the rest in the student's 1S.” Fast and responses were praised: “(...) |
needed to ask at the beginning about the textbooks I borrowed and I called the study department
without problem.” Suggestion came to improve Social network communication: “All right, |

2

would improve communication on the social networks.

The answers of students show that online teaching is the future for students, either completely
or increasing the share of online teaching. The reasons for online learning are usually time
flexibility, work responsibilities or no need to travel long distance from the place of residence

to the institution.

5. Discussion

To re-design the future quality assessment of higher education institutions, it is necessary to
follow current and future needs of key stakeholders. This is supported by Noroozi et al. (2016)

who confirmed that students’ feedback is important for the quality of the teaching process.

JATES: Journal of Applied Technical and Educational Sciences


https://doi.org/10.24368/jates.v11i4.288

Vol. 11, No. 4, 2021  pp. 1-20 https://doi.org/10.24368/jates.v11i4.288 12

Further, Jones et al. (2016) states that the teachers’ feedback from the students plays key role
for upgrades and re-design of quality assessment. Based on presented results and in line with
Deveci (2015) it is possible to state that assessment of courses by students is nowadays crucial
for the management of universities. The results show that practical orientation of the subjects
is important for all students, that was also stated by He & Hutson (2016) and Darwin (2016).
Student feedback-based assessment also drives perceptions of the quality of teaching in higher
education. It is crucial tool for developing student understanding and awareness of learning
outcomes and is a key to students’ autonomy (Darwin, 2016). Furthermore, it is the main motive
to enhance the quality of teaching and to manage student retention. Overall, motives for student
feedback-based evaluation in higher education are very important for high education quality

nowadays (Darwin, 2016).

In line with Aminbeidokhti et al. (2014), the total quality management (TQM) is equally
important in the area of higher education as well as in practice. TQM positively and
meaningfully affects the organizational learning and innovation which is crucial for universities
nowadays. Further, Garwe (2014), Chui et al. (2016), Khosravi et al., (2013) and Ferro & D’Elia
(2020) add that universities operate in a global and competitive environment and thus quality
assessment is crucial to provide quality of processes implementation and quality management.
Klein et al. (2019) in this context stress the importance of a comprehensive, inclusive and well-

communicated plan for implementing learning analytics tools for maximal student acceptance.

As ENQA defines, higher education institutions are responsible for the quality of their
education and programs. This study investigates more from analysis of the basic standards; it
is possible to compare it to the actual students” interests. Development of a culture of quality
and demonstration of its accountability are the most important areas (AACSB, 2016). Higher
education institutions should be able to demonstrate their quality, diversity and innovation by

focusing on areas described in the presented study.

Current time period is bringing a number of changes to the field of higher education.
Universities are forced to respond to the inclusion of online teaching and thus provide an
alternative to existing teaching (Stone, 2021; Al-Balas et al. 2020; Valleé et al; 2020).
Engagement of students is the key, as referred also by (Horstmanshof & Zimitat, 2007; Lowe
& Cook, 2003). As Glover et al. (2002), Gore & Cross (2006), Fryer et al. (2016) and Wharton
et al. (2014) stated, students want to continue their studies in turbulent times to increase their
employability, chances and possibilities at labor market. Future education still has to follow the

Houle’s division of motivators to study: (1) goal-orientation (getting courses and exams done
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to obtain the diploma at the end); (2) activity-orientation (learning process itself, social
interaction), and (3) learning-orientation (information on knowledge and skills development)
(Merriam & Brockett, 2007). It is possible to state that the main focus of higher education
institution management lies in timely and sufficient information, ability to guarantee access to
literature and sources, offer alternative variants possibilities for courses where distance delivery
Is not suitable, support everyone with knowledgeable technical help line and ensure direct and

personalized communication with respect to social impact.

Focus on revealed factors brings, according to data of case university financial department,
additional income of approximately 20% above average enrolled students paying tuitions and
it also resulted in elimination of losses based on drop offs of unsatisfied students which on

average reach from 5 to 30% of income.

6. Conclusions

Higher educational institutions are suggested to focus on preferences of students and their
expected outcomes of higher education. Students appreciate the most personalized online
video-meetings, friendliness and openness of staff with regard to social impact, excellent
communication, university's fast reactions, alternative study possibilities, and flexible exam
dates, or alternative exams. As the debate on the value and quality of online higher education

currently continues, this paper shows how students perceive it.

It is undiscussable that the quality of education process affects students’ interest, motivation
and attendance in lessons and courses. Students are actively searching for the best evaluation
to attend those programs. The main factors that leads to student motivation, attendance, and
performance are practically oriented lessons; open and discussing teachers; subject extent and
difficulty. All students at risk need to be addressed, all opportunities have to be communicated

carefully and students should be offered personalized support and help.

The theoretical contribution of this paper is the systemic formulation of factors impacting
quality assessment and perception of quality at higher education institutions. Further, the impact
of quality of courses, teachers and lessons on students’ interest and attendance was proven. The
quality influences the course of study and study results, completing education and later also
employability of graduates. The practical contribution lies in definition and validation of factors
affecting quality perception and its impacts. Furthermore, all surveyed students evaluate focus

on quality positively.
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A limitation is presentation of results from only one country. However, the results are presented
as a case study, and these findings may help other higher education institutions with
implementation of the process of quality assessment Furthermore, results support the
importance of quality assurance and its impact on innovations and financial results of an
institution. Quality monitoring and implementation of continuous improvement based on
feedback loop leads to internal improvements and increase attractiveness for students and

potential students and staff.
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